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内容概要

　　近年来，流行性疾病、自然或人为灾害频繁暴发，对各国的卫生防御体系和安全防御体系带来了
巨大挑战。
医疗呼叫中心在应对突发紧急情况分诊分流方面具有有效分配医疗资源的巨大潜力，安检系统（包括
海关、机场、签证等）也正积极探索如何采用运营管理有效地准备和响应突发事件，并尽可能减少对
公众正常生活的负面影响。

　　在此背景之下，《质量与效率的平衡术：以医疗与安检服务运营为例》深入研究了这类特殊服务
系统的运营特点和决策优化，重点分析了其特有的质量／效率均衡关系。

　　《质量与效率的平衡术：以医疗与安检服务运营为例》将最前沿的服务运营研究成果与实证发现
相结合，通过严密的数学分析提供详细、系统化的管理方法，具有很强的现实指导意义。
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章节摘录

版权页：插图：Specifically，we model the service center's accuracy，or servicedepth as being controlled by a
certainty threshold：a nurse’S beliefabout the patient’S pathology，obtained through the interview with
thepatient，should reach this certainty threshold before she terminates the di-agnostic process and gives advice.A
high certainty threshold implies highaccuracy，but also a longer service time（for greater diagnostic depth）and
consequently greater system congestion.Due to the trade-off betweenpatients’desire for accuracy but aversion to
waiting，we need to analyzehow patients will react to this certainty threshold，and consequently howthe certainty
threshold and staffing level should be jointly set to maximizethe service provider's benefit net of staffing costs.Our
analysis answers thefollowing types of research questions：What are the optimal staffing leveland the optimal
service depth the service provider should set？
Whenshould the service provider invest in a nurse line？
How do nurse skilllevel，patient population size and other parameters impact these decisions？
  The main contributions of this chapter are：（1）We develop an analytical model to evaluate cost savings by
link-ing call duration with recommendation accuracy.Our analysis aHows the exploration of the impact of staffing
and protocol implementation on accu-racy of advice and waiting time.With this link，we analyze the benefit
／cost for t11e difierent nurse line stake.holders in a unified framework.（2）Results we obtain confirm that the
tradeoff between accuracy and congestion motivated by diagnostic service centers in the health care domain
changes many aspects of traditional call center design and staff-ing.By linking queueing and hypothesis testing
theory，analysis of our model extends these theories and derives new insights which are useful innurse line design
and staffing.
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