Workforce allocation strategies in Service Centre
Abstract

Service processes differentiate from manufacturing in various ways; one of them is dealing with
customers directly. “Waiting time” for the customer and “overburden” of the service provider are a
few key characteristics of service processes. In addition, the number of servers (workforce) plays a
significant role in controlling them. Statistical and Operations Research techniques like distribution
fitting, queueing model, simulation are instrumental in deciding workforce requirements. In this study,
we will discuss the issues of workforce allocation with some case examples from the financial sector.
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