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ABSTRACT

ABSTRACT

The queue phenomenon in the telecom offices is a normal issue. To improve
the customers’ satisfaction and to support the company changing, we should
solve this problem properly. The basic goal to resolve queue problem is the
appropriate tradeoff between the customers’ wavy demand and the telecom

offices’ limited service capability.

This paper is based on the queuing theory and demand management theory.
And based on the data collection and customer survey and interview, the author
uses some statistical methods to reflect the actuality. Then the author finds the
reason of queuing in telecom office from customers’ view. Furthermore, the
author analyses the real demand of the customers by sorting them into types of
paying and time and price sensitivity. To follow up, three solutions had been
brought forward: firstly, distributing the customers; secondly, stopping phone by

different number; lastly, promoting the demand during the non- fastidious.

Key Words: queuing theory, demand management, telecom offices
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INTRODUCTION: DEMAND IN SERVICES

Services have long struggled with the challenge of managing capacity and demand.
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