Appointment Scheduling Department Modeling Project Proposal

Firstname Lastname

February 15, 2006

Introduction

ABC Health Services is an insurance and financial services brokerage specializing in the over 50 marketplace.  One of their primary business operations is a telemarketing department that sets qualified appointments for their agents.  This department is critical to the company’s success and growth as over 90% of their business and revenue is generated from sales of the preset appointments.

Managers are looking to improve the efficiency of the department and are desirous for a more accurate way to determine by who and when lists should be called to set appointments.  Data is currently collected that keeps track of each appointment made including who made it, when it was made, the type of the list, and how many hours were called by the scheduler that day.  This data is used to calculate the average appointments made per hour by the various schedulers with respect to the lead sources they are calling.  There are two types of lead sources and schedulers call from 9am to 8pm.  Lists are segmented by the age of the prospect but this data is currently not analyzed.  Based on past experience department managers have the schedulers who work during the day call the older clients and put no restriction on the schedulers who call at night.

Department managers use the data on averages to determine which leads should be called, when they should be called, and what hours will be offered to the schedulers. This is reevaluated on a weekly basis with the objective being to maximize the number of appointments made, which is used as a proxy for profitability.  Ideally, managers would like to look directly to profitability and not rely on this proxy.  

There is evidence that supports their choice of proxy for profitability since the expected revenue generated per appointment exceeds the expected cost per appointment on an aggregate basis.  There is concern that this measure is leading to too many appointments being made since it is not known if the revenue exceeds the cost on the margin.  

Proposed Work

Given how decisions are currently made and the desires on management, it is important that any model created to directly focus on profitability.   The model must be simple, which managers equate to transparent, yet powerful enough to capture the intricacies of the department.  For this project, two models will be created.  The first will focus on the profitability question and the second on the process of making appointments.

At any one period of time, up to 20 individual schedulers could be employed by the company and with this position there is generally a lot of turnover.  As such, schedulers will be categorized based upon their production for the models.  There are four types of leads that will also be considered (two types of lead sources and two groupings of each lead source).

The resources, schedulers, working hours, telephone stations, and lead lists, are limited.  Appointment times are also limited, but the availability of daytime appointments far exceeds the current production capacity of the department under the current circumstances.  These will be important considerations for the model that looks to profitability.

The model for the making of appointments is an important part of this project.  Appointments appear to be made like a Poisson process.  The goal of this model would be to provide managers a better understanding of when appointments will be made.

The models and other aspects of this project will be used to determine the following:

· Binding constraints

· Expected revenue conditioned on scheduler type, lead source, and lead type

· Expected costs conditioned on scheduler type, lead source, and lead type

· Expected profit

· A plot of marginal revenue versus marginal cost

· Amount of hours that should be offered to each group of schedulers conditioned on calling time (day or night).

· A model for expected appointments

Relevant Journals & Trade Publications for Possible Publication

1) Report to the Managers of ABC Health Services

2) MIS Quarterly (Management Information Systems)

3) The Journal of Business and Industrial Marketing

4) National Underwriter (A Trade Publication)

5) Target Marketing (A Trade Publication)

6) Insurance & Technology (A Trade Publication)
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