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Workflow Management with a Multi-agent System and
an Application to a Helpdesk System

HirosH1 ENOKIT#t and SHOJI TATSUMIt

The CTI (Computer Telephony Integration) systems are introduced as the expedient, which
assures the improvement of efficiency of back-office operations. It is becoming important to
give pliability to application, i.e., customized, as diversification of the user whom also the
customer includes advances more. Moreover, parallelism, decentralization, and autonomy of
business processes are needed also for the workflow management system that is observed as au-
tomation of office works. In this paper, a method of controlling a workflow by the multi-agent
system is proposed as making easy customize of the application in back-office operations, and
structure of the workflow management system that be able to respond to the autonomous de-
centralization of business processes. Also, we describe an implementation when this method
is applied to a help desk system as a typical application for CTI systems. The validity of
the method by the multi-agent system and the ease of customize of a help desk system were
verified, in evaluation by the simulation which implemented the control portion of a help desk
system.
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Fig.1 A concept of role-oriented organization model.
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Fig.2 An explanation of business processes using

business objects.
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Fig.3 Assignment of agents to business processes.
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Fig.4 An architecture of a multi-agent system.
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Fig.5 A flow for allocation of an assistant.
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<contract>
<message type="task_announcement"/>
<taskAnnouncement>
<eligibility>
<organization>
<job jobName="supervisor" jobOrder="1"/>
<job jobName="operator" jobOrder="2"/>
<job jobName="analyst" jobOrder="3"/>
<title titleName="leader" titleOrder="1"/>
<title titleName="manager" titleOrder="2"/>
<title titleName="employee" titleOrder="3"/>
<title titleName="part" titleOrder="4"/>
<capability capabilityName="expert" capabilityOrder="1"/>
<capability capabilityName="average" capabilityOrder="2"/>
<capability capabilityName="beginner" capabilityOrder="3"/>
</organization>
</eligibility>
</taskAnnouncement>
<n_bidSpec>
<n_orgSpec>
<n_job jobName="operator" jobOrder="1" priority="3"/>
<n_title titleName="employee" titleOrder="1" priority="2"/>
<n_capability capabilityName="average" capabilityOrder="1"
priority="3"/>
</n_orgSpec>
</n_bidSpec>
</contract>
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Fig.8 A descripiton of a strategy definition by XML.
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