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Design and Implementation of Strategy Scalable ACD Module

JIN Jian, WANG Li, DU Jun-zhao, ZHANG Li-yong
(Software Engineering Institute, Xidian University, Xi'an 710071, China)

Abstract: As a component of call center system, ACD{automatic call distribution) implements the function of route. The traditional ACD
all adopt the design method of fixed route strategy and made user can’t add new route strategy while they are using. In order to increase
availability of the call center system, based on the dynamic link technology and modular design programming, put forward an architecture
which is different from the traditional ACD’s, and takes this as foundation to implement an ACD system named “KACD”. The simula-
tion demonstrated that in this system, user can design and add route strategy by themselves without losing system performance.
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