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A service center is a facility with multiple heterogeneous servers providing specialized
service to multiple types of customers. An assignment policy specifies which server is
enabled to serve which types of customer, and a routing policy specifies which server a
customer will be routed to for service. Thus, a server can be enabled to serve many types
of customer, and a customer may have many alternate servers who can serve him. This
paper aims to provide decision models to determine optimal static assignment and routing
policies, explicitly taking into account the stochastic fluctuations of demand along with
the autocorrelations and cross-correlations of the different traffic streams. We consider sev-
eral possible performance measures and formulate the optimization problem as a mixed
integer nonlinear programming problem. We also develop an efficient heuristic algorithm
to enhance scalability. Finally, we compare the different policies using the heuristic algo-
rithms. We observe numerically that the routing policy tries to combine the negatively
correlated traffic streams, and separate the positively correlated traffic streams.

1. INTRODUCTION

A service center is a facility with multiple heterogeneous servers providing specialized ser-
vices to multiple types of customers. An incoming customer of each type requests a service
requiring a random amount of time that may depend on customer type and/or server. The
arrival processes of the incoming customers of different types form stochastic traffic streams
that may be dependent on each other. The service center design and control problems
include:

(1) Sizing: determine the number of servers of each type,

(2) Assignment: determine which server to enable to serve which set of customer types,
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(3) Routing: determine which customer should be served by which server,

(4) Scheduling: determine when to activate and de-activate servers.

The objective of this kind of problem is usually to minimize the overall costs while fulfilling
the requirements for quality of service, or to maximize appropriate system performance
measure given the resource constraints. In this paper, we focus on Problems (2) and (3)
above, and provide schemes to determine a static assignment and routing policy that opti-
mizes appropriate system performance measure. Problems (1) and (4) will be treated in a
separate paper later on.

Service center design and control problem arises in many practical applications such
as cloud computing, data centers, health care facilities, call centers, to name a few. Our
study is primarily motivated by the data center design and control problem arising out
of our interaction with a technology company. A data center is a facility used to house
computers and associated components, such as telecommunications, processing and stor-
age systems. In the past, organizations used to host most of their services on dedicated
servers, that is, each server could provide only one service. For example, payroll, inventory
management, and sales applications may be hosted on separate servers. A major reason
to use dedicated servers is to avoid conflicts between services. However, dedicated servers
most likely do not operate at their maximum capacities. They are usually expensive, under-
utilized, and energy-consuming. Although no official figures of server utilization in data
centers are reported, it has been estimated that the common resource utilization is between
15 and 20% (Vogels [27]). The under-utilized servers result in hardware and energy wastage.
Hence, data center design and control with server consolidation is an important topic.
Although the motivation of this study is the data center problem, we would like to investi-
gate the general service center design and control problem that is applicable in more general
settings.

The service center we consider has multiple servers working in parallel, each with its own
queue, and providing specialized services to customers. An incoming customer to the system
would request a service of certain type and immediately be routed to one of the servers that
is capable of handling this type of service. To benefit from server consolidation, we assume
that each server may be capable of handling multiple types of service. In this study, we aim
to simultaneously consider two kinds of decisions: the assignment policy and the routing
policy, with the objective to optimize a given performance measure, examples of which are
introduced in Sections 3-6. The assignment policy determines the set of service types each
server is capable of serving. Some examples of assignment policies include: decision of what
skills each agent should have in a call center or decision of what software portfolio each
computer should have in a data center. On the other hand, the routing policy determines
which server a certain type of customer is routed to upon arrival. The formal definitions
of the assignment policy and the routing policy are introduced in Section 2. The routing
scheme we consider is usually called probabilistic routing or random splitting (Wang and
Morris [29]). It is static in the sense that the routing probabilities do not depend on the state
of the system, such as the queue lengths. Theoretically, dynamic state-dependent routing
policies using queueing information may result in a better system performance. However,
this study is motivated by distributed computer systems where gathering such informa-
tion and implementing dynamic policies accordingly involves a considerable communication
overhead and typically nullifies the potential benefits of dynamic policies. Furthermore,
our optimal static routing policy will depend upon major system parameters, such as
arrival rates, service rates, covariances between streams, etc. In practice, we may monitor
these parameters continuously and adjust the optimal routing policy periodically to adapt
the changes in these system parameters. We refer readers to Borst [8], Sethuraman and
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Squillante [23], Guo, Lu, and Squillante [14], and references therein for deeper discussion of
the motivation of static routing policy.

1.1. Related work

There is considerable literature on customer routing policies. Borst [8], Buzacott and Shan-
thikumar [9] (Section 6), and Sethuraman and Squillante [23] provide the structures of
the optimal policy and frameworks for determining an optimal routing policy with multi-
ple classes of customers. Shanthikumar and Xu [24] and Guo, Lu, and Squillante [14] also
have similar analysis on routing policies but with a single class of customer. All the above
mentioned papers mostly focus on optimal routing policies and assume either dedicated or
fully flexible servers (i.e., each server can serve any type of customers). Gurvich, Armony,
and Mandelbaum [15] and Gurvich and Whitt [16] study the sizing and routing problem of
service system with multiple types of customers and servers, but the former paper assumes
fully flexible servers and the latter one assumes that the available assignments between type
of customer and server are given. Thus, none of these papers consider the assignment and
routing policies simultaneously.

Note that these papers assume that each arriving customer must be immediately and
permanently routed to one of the feasible servers. It will clearly be better if we can postpone
the routing decision until a server becomes free, if such a flexibility was possible. Several
researchers have considered such a possibility. For example, Andradéttir, Ayhan, and Down
[2,3] and Tekin, Andradéttir, and Down [26] use the fluid model to determine maximum sys-
tem capacity or throughput under dynamic server assignment policies and provide general-
ized round-robin policies that achieve the system capacity or throughput arbitrarily close to
these upper bounds for queueing networks with flexible servers. However, they do not intend
to optimize other system performance measures such as mean waiting time or queue length.

There are many other related papers with specific applications. We discuss some of
most related ones in the following three separate subsections based on their applications.

1.1.1. Data center Bichler, Setzer, and Speitkamp [7] and Speitkamp and Bichler [25]
provide integer programming models to minimize overall server costs in the data centers.
They assume that each type of customer can only be served by one server and consider
deterministic capacity demands for each customer type. They formulate the problem as a
bin packing problem. Since the bin packing problem is NP-hard (Johnson et al. [19]), they
introduce heuristic algorithms to solve the problem. However, these studies do not take into
account the system performance requirements.

Chen et al. [10] consider a data center hosting multiple identical servers and providing
multiple services. This paper assumes that the servers can be turned on/off with adjustable
service rates. The objective is to minimize the operational cost, including electricity cost
and setup cost, while satisfying average response time requirements. Anselmi, Amaldi, and
Cremonesi [4] and Anselmi, Cremonesi, and Amaldi [5] consider multi-tiered services in
the data centers. The objective is to minimize the number of servers used while satisfying
performance requirements, such as end-to-end response time constraints and utilization
constraints. Utilization constraints, similar to capacity demand constraints in Bichler et al.
[7] and Speitkamp and Bichler [25], are linear, while end-to-end response time constraints
are nonlinear. They assume that each service tier can only be served by one server, and
different application tiers can be served by a common server. They also consider load-
balanced system, where traffic can be evenly split to multiple servers. However, these papers
do not address the issue of determining the routing policies.
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1.1.2. Call center and contact center Wallace and Whitt [28] propose a staffing
algorithm for call centers with performance constraints. Their paper states that the call
centers can significantly decrease the number of servers if each agent has two skills instead
of one. On the other hand, the additional benefit is not significant when the number of skills
for each agent increases beyond two. They provide a heuristic algorithm and use simulation
to solve the staffing problems. Their staffing algorithm is similar to our heuristic algorithm
for finding the assignment policy, but ours has a different type of routing policy involved.

Whitt [31], Harrison and Zeevi [17], and Bassamboo, Harrison, and Zeevi [6] approach
call center problems by using multi-class stochastic fluid models. The objective in these
papers is to minimize the sum of staffing cost and expected abandonment cost. Customer
abandonment plays a key role in their models. With fluid models, the problems or subprob-
lems are formulated as linear programming problems. However, the same framework may
not be suitable for data center problems, because the overflow and customer abandonment
are commonly seen in call centers but are less significant in data centers.

1.1.3. Health care system Kwak and Lee [21] present a goal programming model to
determine the schedules of physicians and nurses in a health care system. They assume
that the demands of physicians and nurses are known and aim to meet both skill and work
force requirements, and also to minimize total payroll cost. Jaumard, Semet, and Vovor
[18] formulate the nurse staffing and scheduling problem as a mixed integer programming
problem. They suppose the nurses have different skill levels and the demand of nurses of
each skill level is known. The objective is to minimize the labor costs while satisfying the
demand. They further formulate the problem as a shortest path problem to improve the
solution in order to satisfy human resource requirements such as workload, off weekends,
and rotations.

On the other hand, Green [13], Yankovic and Green [32], and de Véricourt and Jennings
[11] provide queueing models to determine appropriate demand levels of resources such
as physicians and nurses in a health care system. They mainly formulate the problems as
M/M/s and M/G/s queues. The objective is to determine the minimum number of servers
needed to satisfy the performance requirements, e.g., the probability of excessive delay.

Many related papers use linear and mixed integer programming models to tackle the
problems assuming the demands are known, and use queueing models to determine appro-
priate server capacities. In this study, we would like to consider the optimization problems
taking account the stochastic fluctuations of demand. Moreover, we include correlations of
traffic streams in our study. Most literature in this area assumes independent traffic streams.
In reality, the traffic streams usually have cycles and are correlated to each other, either
positively or negatively. However, very few studies take into account both the stochastic fluc-
tuations and the natural correlation between traffic streams of services. The service center
performance can be further improved if we take these factors into consideration (Li [22]).

The rest of the paper is organized as follows. We formulate the problem of finding an
optimal assignment and routing policy that minimizes the expected number customers in
the system as a mixed integer nonlinear programming problem in Section 2. We describe and
analyze a queueing model with multiple-dependent traffic streams in Section 3. Since the
analysis of the queueing model is computationally hard, we provide a simple approximation
to the objective function in Section 5. Although the computation is now simpler, the problem
remains non-convex. Finally, in Section 6 we study an entirely different quadratic objective
function that yields a convex mixed integer nonlinear programming problem. This provides
a third method of deriving an assignment and routing policy. We then provide a heuristic
algorithm to solve these nonlinear mixed integer problems, and use two numerical examples
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to compare the expected number of customers in the system under the three policies in
Section 7. We conclude that the policy out of the third method is the quickest to derive,
and does quite well compared to the other two policies. We also observe numerically that
the optimal routing policy tries to combine the negatively correlated traffic streams, and
separate the positively correlated traffic streams.

2. PROBLEM FORMULATION

Consider a service center having M servers with N specialized service (or customer) types.
Each server can provide service to multiple types and a given service type can be han-
dled by multiple servers. Without loss of generality, we assume that an incoming customer
requires exactly one type of service. (If they need more than one, we can simply define the
combination as a new type.) Let

g 1, if server k is enabled to provide service type 1,
ok 0, otherwise,

fori e {1,...,N}and k € {1,..., M}. The matrix d = [d; ;] is called the assignment matrix
and describes the assignment policy.

We assume that the total arrival process to the system is a Poisson Process (PP) with
a fixed rate . The inter-class dependence and cross-class dependence of arrival processes
are modeled by using a stochastic process {Z,,n > 0}, where Z,, is the service type of the
nth arriving customer. We assume that {Z,,n > 0} is an irreducible discrete-time Markov
chain (DTMC) with state space {1,..., N}, transition probability matrix ©, and steady-
state distribution 7. We can introduce dependence among the arrival processes of different
types of customers by a suitable choice of ©.

When a customer of type ¢ arrives to the system, it is routed to server k with proba-
bility o . We assume that the waiting places for customers are with the servers. Hence,
an arriving customer needs to be immediately routed to one of the servers that can serve
him. A customer of type i can be routed to server k (o > 0) only if server k is enabled to
provide service type ¢, that is, d; , = 1. The policy that determines this routing of customers
to servers is called a routing policy. The matrix o = [o; ] is called the routing matrix that
describes the static routing policy. The vector oy = [aq k, ..., an k] is called the routing
vector of server k. Each server has a single queue with unlimited space for all classes of cus-
tomers. The service discipline is first-come-first-served (FCFS) for each server. The service
times of customers of type i at server k are iid random variables, with cumulative distribu-
tion function (cdf) Fjj, mean 7;x, and variance O'z .- The service rate of type ¢ customer
at server k is p; = 1/7; . We then define 7, = [Tk, ..., TN k], le = [Tik, .. .,7']2\,’,6], and
T T )

Now, the arrival rate, the service time distributions, the assignment policy, and the
routing policy will determine the performance of the system. Our aim is to identify the
static assignment and routing policy that will optimize the system performance. We first
introduce the optimization model to determine the optimal assignment and routing policy
in the service centers.

First consider a given assignment policy d. A given routing policy « is called d-feasible
if it only routes a customer to a server that is enabled to serve it, that is

di,k =0= O = O7 for all 1, k.
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For a fixed feasible routing policy, each server can be analyzed as a single-server queue
where the inter-arrival times and the service times are modulated by ay = [0k, - .., an k]’
and {Z,,n > 0} (see Adan and Kulkarni [1]).

Let Ly (ay) be the expected number of customers in queue k (including any in service),
given a feasible routing policy a. The objective is to minimize the expected total number
of customers in the system in steady state. We shall show in the next section that Ly ()
is highly nonlinear in ay.

For a given assignment policy d, we can find an optimal feasible static routing policy
by solving the following nonlinear programming problem P(d):

Problem P(d)

M

min  U(d,a) =Y Li(ax), (2.1)
k=1

s.t. «is d-feasible. (2.2)

Let a*(d) be the optimal d-feasible routing policy obtained by solving P(d). Let
U*(d) = ¥(d,a*(d)). (2.3)

We next formulate the assignment and routing problem together. First note that for a fixed
i and k, any d-feasible policy with d; = 0 is d-feasible with d; ;, = 1 (all other components
being the same). Hence, ¥(d) is a decreasing function of each component of d. Thus, in the
absence of any further constraints on d, it is optimal set d;; = 1 for all ¢ and &, that is,
enable every server to handle each type of customer. In practice, enabling the servers has a
cost. There are many ways of modeling such a cost. We handle this in the simplest possible
fashion by insisting that at most 1" of the d; ;;’s can be set to one, where 7" is a given integer
satisfying N <T < NM. If all assignments cost the same, this is one way of handling the
budget constraint. (Alternatively, one can limit the number of assignments on each server
or each type of service, or associate costs with setting any d; , =1 and include a budget
constraint.) With this, we can formulate the combined routing and assignment problem as
the following mixed integer nonlinear programming program (MINLP):

Problem P
min  ¥*(d), (2.4)
N M
st > Y dig <7, (2.5)
i=1 k=1
dix €{0,1}, Vie{l,...,N}, ke{l,...,M}. (2.6)

Let d* be the optimal assignment policy provided by solving P. Then a** = a*(d*) is the
optimal routing policy. Equation (2.5) guarantees that total number of all assignments does
not exceed the limit 7.

We need to compute Li(ay) in order to solve P(d) and P. We do that in the next
section.

3. ANALYSIS OF THE QUEUEING MODEL

Let d be an assignment policy and « be a d-feasible policy. The incoming customer of type
i gets routed to queue at server k with probability «; ;, and has service time distribution
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F; 1(+). One can consider the customers being routed to servers other than server k as having
zero service times. Let Sy, i be the service time of the nth arriving customer (including those
with zero service time) to queue k. Thus, customers arrive to queue k according to PP()),
the type of the nth customer is Z,,, and the service time of a customer of type i is given by

Gik(y) = P(Snk <ylZn=1) =1 —a; (1 - Fx(y))-
Adan and Kulkarni [1] have analyzed a queueing system of this type. We restate some of

their results here.

3.1. Stability

Let A;(t) be the number of requests of service type ¢ to the system over time (0,¢], ¥; x(t)
be the number of requests of service type i being routed to server k over time (0,t], and
By(t) be the number of requests being routing to server k over time (0, ¢], that is,

By(t) = Z Y (t) = Z Bin(a x, Ai(t)).

Let A(t) = Zfil A;(t) be the total number of arrivals over (0,¢]. Then we know that

A= lim ZAO)

t—o00 t

We define the arrival rate of customers of type ¢ as

A; = lim M

t—o00 t

Conditioning on A(t), we obtain

A; = lim M — lim E {E (Zf:(tl) 1iz.=i A(t))}

t—o00 t t—o0 t t—o00

and the rate at which customers arrive at queue k is given by

oy BB EELY0) Y pmBin(og, A0)1AO)]
klow) = lim ——=—= = lim t = fim, t
:tliglo Zi\il E(?i’kAZ(t» = \TQy. (3.2)

The expected service time of a customer arriving at queue k in steady state is given by
() = Tpdiag[m)ay /may,. (3.3)
Thus, the queue at server k is stable if
A (o) (ag) = Ampdiagm]ag, < 1. (3.4)

We shall say the system is stable if queue k is stable for k =1,2,... M.
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3.2. The queuing time process

Let W, i be the waiting time (excluding service time) of the nth customer joining the queue
in front of server k. Let

k() = E(e=sWnk: 7, =1i), Re(s) >0, n>0. (3.5)
Assume that stability condition holds, and define
Grils) = lim 67 (s). (3.6)

Define the LST of the service time as follows:

Ginl(s) = /0 e taG 1), (3.7)

Gr(s) = diag[G1x(s).- ... Gnr(s)]. (3-8)

In addition, let ey be an N-vector whose elements are all one. The main result is given in
the following theorem.

THEOREM 1: (Adan and Kulkarni [1]) The transform vector ¢i(s) = [¢1,k(S),- .., ¢nx(5)]
satisfies

D1 (5)[AGL(5)O + (s — \)In] = sup, (3.9)
Pr(0)eny =1, (3.10)

where Iy is an N-dimensional identity matriz. Let T% and TS be the first and second
moments of service times at server k:

T% = diaglay 1Tk - - ONETN K, (3.11)

I3 = diaglan (07 x +775), - ange(oh ke + TRow))- (3.12)

The vector vg, = [V1k, ..., VN k] 15 given by the unique solution to the following N linear
equations:

vga; =0, i€{2,...,N}, (3.13)

A ten =7 Ay — THey, (3.14)

where a; is a non-zero vector satisfying
AGL(5))O + (si — N)Inla; =0, ie{2,...,N}, (3.15)
and s; 1is the solution of s to
det(A\G1(5)O + (s — \)In) = 0, (3.16)
with s1 =0 and Re(s;) >0 fori=2,...,N.

The solution of Eq. (3.16) involves a nonlinear eigenvalue problem, which is computa-
tionally difficult to solve when the dimension is high.
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3.3. Expected waiting time

Define
mik = lim E(W,; Z, = i), (3.17)
my = [ml’k,...,mN,k]. (3.18)

THEOREM 2: (Adan and Kulkarni [1]) The vector my, satisfies the following equations:

mk(IN — @) = W(Flf@ — )\71[1\/) + UkAillN, (3.19)
mk()\_l.[]v — I"f)eN = %WPSC}\U (3.20)

where vy, is as in Theorem 1.

The expected queueing time in queue of server k is then given by mygeyn. Thus, the
expected queueing time in queue plus service time of customers being routed to server k is

Fk
(mk + 771) en. (3.21)

T

3.4. Expected queue length

By Little’s law and the result from Eq. (3.21), we know that the expected queue length of
server k is given by

T

Fk
Li(ag) = Mray (mk + 7r1) eN. (3.22)

This is a highly nonlinear function of oy, and difficult to compute due to necessity of solving
Eq. (3.16).

4. OPTIMAL ASSIGNMENT AND ROUTING POLICIES

With the results of the previous section, we can model the routing problem for a given
assignment policy d as a nonlinear programming problem as follow:

Problem P(d)

M %
in ¥(d,a)= —L 4.1
min  U(d, a) ;(mk—i—ﬂak)@v’ (4.1)
M
st Y g =1, Vie{l,...,N}, (4.2)
k=1
ik < dig, Vie{l,...,N}, ke{l,...,M}, (4.3)
Arpdiag[m]ag < 1, Vke{l,...,.M}, (4.4)
a;r >0, Vie{l,....,N}, ke{l,...,M}. (4.5)

Equation (4.2) guarantees that the traffic of each type is routed to at least one server, while
Eq. (4.3) prevents the traffic of any class from being routed to a server that is not enabled
to handle it (i.e., the routing policy is d-feasible). Equation (4.4) is the stability constraint.
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Let a*(d) be the optimal routing policy provided by solving P(d). Define

U (d) = W(d,a"(d) = Y Li(aj(d)). (4.6)
k=1

We can model the combined assignment and routing problem as:

Problem P
min  U*(d), (4.7)
N M
s.t. Z Zdi’k S T7 (48)
i=1 k=1
d; i, € {0,1}, Vie{l,...,N}, ke{l,...,M}. (4.9)

Let d* be the optimal assignment policy obtained by solving the above nonlinear mixed
integer problem P. Then o** = a*(d*) is the optimal routing policy. Note that the objec-
tive function Eq. (4.1) is not in a closed form since the my’s are obtained by the matrix
analytic method as described in Sections 3.2 and 3.3. This queueing model provides the
exact expected number in the system. However, the calculation is complicated and makes
L (ay) difficult to be used in the objective function. Hence, we develop an approximation
for L, in the next section.

5. DIFFUSION APPROXIMATION

In this section, we introduce a diffusion approximation to estimate the expected queue
lengths when traffic intensity is high. We define Lg(ay) as an approximation to Ly ().
Define the long-run variance—covariance matrix ¥ = [%; ;| as

— 00 t

, G,je{l,...,N}. (5.1)
The next theorem shows how to compute this >.

THEOREM 3: Suppose the arrival process is modulated by a DTMC {Z,,n > 0} as described
in Section 2. Then the variance—covariance matrix 3 is given by

¥ = Mdiag[r] + diag[7][(© — en7)(In — © + enm) "]
+[(© —enm)(In — © + enm) '] diag[n]}. (5.2)

See Appendix 8 for a detailed proof.

Similar to the queuing model discussed in Section 3, we consider the limiting behavior
of one single server at a time. For any server k, the inter-arrival times and service times are
regulated by ay and {Z,,,n > 0}. However, unlike the analysis of queueing model, we only
consider the customers that are actually routed to each server. For any given k, we define
{Upn k,n > 1} to be the sequence of inter-arrival times to server k. Clearly, this is not an
iid sequence, and hence the arrival process { By (t),t > 0} generated by it is not a renewal
process. Similarly, let {V}, x,n > 1} be the sequence of service times at server k. It is also
not an iid sequence, and hence the queue at server k is not a GI/GI/1 queue.
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Our first step is to approximate it by a GI/GI/1 queue. To do this, we construct an iid
sequence {U, p,n > 1} of inter-arrival times, so that the first two moments of the arrival

process {By(t),t > 0} generated by it match the first two moments of {By(t),t > 0}. The
precise statement is given in the theorem below.

THEOREM 4: Let {Unk,n > 1} be an iid sequence of non-negative random variables and
{Bi(t),t > 0} be the renewal process generated by it. Suppose

E(U, ) = /\Wlak, (5.3)
~ o (X — Mdiag[n]) oy + ATy,
Var(Uy, 1) = =~ g )? : (5.4)
Then
i EBLO) _ B0 55
tlglolo Var(?k(t)) _ tlggc Var(?k(t)) (5.6)

The detailed proof is given in Appendix A.2.

We also construct an iid sequence {V;, ,n > 1} of service times whose first two moments
match the first two moments of {V,, ,n > 1}. The precise statement is given in the theorem
below.

THEOREM b: Let {Vnk,n > 1} be an #d sequence of non-negative random variables with

- 71, diag[m]ay,

E(Vag) = T rar (5.7)
Var(V, ) = (o} +T€r) Oiiag[ﬂak B <Tk di:iﬂakf (5.8)
Then
E(Vog) = lim B(V), (5.9)
Var(V,, 1) = Jim Var(V,r). (5.10)

The detailed proof is given in Appendix A.3.

Now we consider a GI/GI/1 queue with arrival process { By (t),t > 0} and service times
{Vn’k, n > 1}. From Theorems 4 and 5 we can further write down the traffic intensity, py,
squared coefficient of variation of the inter-arrival times, ¢? , and squared coefficient of

ap?
variation of the service times, ¢, , as:

Pk = A1 diag[m]a, (5.11)
2 VarE(NJn’k) _ o, (X — Adiag[n])ar + Amay (5.12)
B ATy 7
2 Var( k) _ (07 + 72) diag[r]apmay — (1 diag[n]ay)?
RRCIUASTE (r. gl -G
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We then use the diffusion approximation from Whitt [30] for the expected queue length
of server k:

2 2
¥ PkCq +Cs.
Lufon) = Byt

(o}, (T — Ndiag[n])ay, + Amay, — 1)(7y, diag[w]ag)? + (o7 + 72) diag[r]armay
2(1 — A, diag[w]ay ) (1x diag[m]ay )2 '

(5.14)

Whitt [30] shows that Ly (ay) is a good approximation for the expected queue length of
GI/GI/1 queue, especially in heavy traffic. We use numerical examples in Section 7.2 to
show that this approximation works well for our study. Guo, Lu, and Squillante [14] also
derive a similar diffusion approximation for the expected queue length and use it to obtain
optimal routing policy of single class customers to multiple servers.

Using Eq. (5.14) as performance measure, we model the routing problem for a given
assignment policy d as a nonlinear programming problem as follow:

Problem P(d)

(o}, (2 — Ndiag[n])ay, + Amay, — 1) (73, diag[m]au)?

- M + (02 + 72) diag[r|apmag
min®(d, JOCI) - kz::l w 2(1k—) )\Tkg([iiig[ﬂ]ak:)(Tk diag[n]ay)? : (5.15)
st Y k=1, Vie{l,...,N}, (5.16)
k=1
Qi < dig, Vie{l,....N}, ke {l,...,M)}, (5.17)
A7 diag(m]ay < 1, Vke{l,...,M}, (5.18)
Qi >0, Vie{l,...,N}, ke{l,...,M}. (5.19)

As in the queueing model, let &*(d) be the optimal routing policy obtained by solving P(d).
Define

M
¥ (d) = ¥(d,a"(d)) = 3 L (d)). (5.20)
k=1

Then we formulate the combined assignment and routing problem as:

Problem P
min  U*(d), (5.21)
N M
st Y Y dig <7, (5.22)
1=1 k=1
dir €{0,1}, Vie{l,...,N}, ke{l,...,M}. (5.23)

Let d* be the optimal assignment policy obtained by solving the above nonlinear mixed
integer problem P. Then &** = &*(d*) is the optimal routing policy. One advantage of this
approximation is that the parameters for this model are easier to estimate. To solve the
problem P, introduced in the Section 4, we need to obtain the transition probability matrix.
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However, to accurately estimate the transition probability matrix, we have to observe the
sequences of incoming traffic, which could be difficult due to possible multiple arrivals with
the same time stamp. On the other hand, to solve the problem P, we only need to observe
the total incoming traffic in a given time interval for each class to estimate the steady-
state mean arrival rates and the variance—covariance matrix. Then we can approximate the
expected queue length using this limited information of traffic. Another advantage of the
approximation is that the approximated expected queue length Ly (ag) can be obtained as a
closed-form expression. Compared to using a matrix analytic method to obtain the expected
queue length Ly (o) in queueing model, using the closed form expression involving only
matrix multiplication in diffusion approximation model is obviously preferable and much
faster.

However, neither L (ay) nor f)k(ak) are convex functions of ay in general, even if we
further assume that the service time distributions are the same for all classes of customers.
For example, suppose that the service time is exponentially distributed with rate p for all
types of customers on every server. The Hessian matrix of fjk(ak) with respect to oy is

F(on) = [ap AT + (1 — Aoy In])' (X — A diag[r]) [axAm + (u — Aray) In] n 2uN’7'
K= (1 — Ama,)? (1 — Amag, )’

(5.24)

Unfortunately, Hy(ay) is not a positive-semidefinite matrix because (¥ — Adiag[n]) may
not be positive-semidefinite. This means the objective functions of P and P may not be
convex. The following theorem provides an analytical result for a special case.

THEOREM 6: If traffic streams of all services are independent of each other and can be
routed to any server, that is, d; , =1 for all i and k, and the service time distributions are
the same for all services, then

QG ke Vie{l,...,N}, ke{l,...,M} (5.25)

1
L M’
are optimal solutions to P and P.

ProoO¥F: Under any static routing policy, if arrival processes of all services are independent,
then the arrival process routed to each server is a PP. Since the service time distributions are
all the same, the queueing system at each server forms an M/G/1 queue. We will show that
the sum of expected queue lengths over all servers is minimized when the traffic intensity is
the same for every server. If all assignments are available on every server, then a; , = 1/M
for all 7 and k is the solution that always makes traffic intensity the same for every server
and thus is optimal. The detailed proof is in Appendix A.4. [ |

If traffic streams of all services are independent of each other and can be routed to any
server, but service time distributions are not all identical, Borst [8] has shown that Ly (o)
is convex in o and provided a framework for solving the routing problem.

Remark 1. One can show by counter example that Eq. (5.25) is not an optimal solution to
P or P if traffic streams of some services are correlated with each other, that is, there are
some non-zero off-diagonal entries in X.
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6. CONVEX QUADRATIC MODEL

The performance measure introduced in the queueing model of Section 3 is difficult to
compute. Hence, we introduced diffusion approximation model in Section 5. Although this
produces analytically tractable performance measure, the resulting optimization problem
remains non-convex, which makes its solution hard. This motivates us to find an alternate
performance measure that can efficiently provide a good assignment and routing policy
(which might not be optimal). Note that this new performance measure is not meant to be
a further approximation to the performance measures of Section 3 or 5. Its main utility is in
producing a candidate assignment and routing policy. Then we can compare performance
of this policy with those obtained in Sections 3 and 5 using the performance measure of
Section 3. In this section, we derive a convex quadratic model that is applicable when
the service time distributions only depend on the servers but not on the customer types,
that is, F; = Fj, Vi, k and Fj, is a non-negative random variable. In this case, we know
Wik =t = 1/E(F)) Vi, k, and may interpret py as the service rate or service capacity of
server k. Let A;(t), Bi(t), A\, and %, ; be as defined in Section 3, Egs. (3.1) and (5.1).
We further assume that the system starts in the steady state at time ¢ = 0. Then the total
traffic being routed to server k in a unit of time is

N
Bi(1) =Y Bin(aix, Ai(1)).

The service capacity of server k is u as described earlier. Hence, we can think of puy, — By (1)
as the capacity imbalance in a unit of time. Now we define the performance measure Q ()
as given below:

Qrlar) = B [ — Bir(1)]* = Var(u, — Bu(1)] + {Eluy, - B (1)]}?
= Var[Bi(1)] + {Elpe — Bi(1)]}
= o (2 — Adiag[n))ak + Arag + (Arag — pu)?
= o} Say, + (ray — pux)? — o (A diag[r])ag + Aray, (6.1)
where 3 = [3,;], with
;= Cov(A;(1), 4;(1)).

Note that 3 can be approximated by 3 if the number of arrivals in one unit of time is large;
see Eq. (A.1). The derivation of the above equation is similar to the proof of Eq. (A.9) for
Theorem 4. It can be shown that Qy(ay) is not a convex function since (3 —  diag[x]) may
not be positive-semidefinite. To avoid this non-convex issue, we define another version of
capacity imbalance in a unit of time as yi, — By (1), where

N N
Bi(1) =Y E[Bin(aix, Ai(1)|A;(1)] = Y o Ai(1),
=1 i=1

the conditional expected total traffic being routed to server k in a unit of time given the
number of arrivals of each type to the system. Similar to Eq. (6.1), we define the performance
measure Q(ay) as follows:

Qrlar) = E [Mk - Bk(l)} g (6.2)

Let
A=A, A, AN
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THEOREM 7: We have
Qr (o) = afXag + (Aay, — px)?. (6-3)

Qx(ay) is a convex quadratic function of ou,.
PROOF: By definition, we first derive Qp(cy,) as

Qulan) = B [ — By(1)]” = Varlug — Bu(V)] + {Elws — Bu(D)])?

= Var[By(1)] + {E[px — B(1)]}?

N N 2
= Var Z:Ai(l)ozuC + {E L — ZAi(l)osz] } = o Sag + (Ao, — px)?
i=1 i=1 6.4)
Next, we show the convexity. The Jacobian matrix of Qk(ak) with respect to oy is
Jo, (o) = Say, + 28 (Ao — pix), (6.5)
and the Hessian matrix of Q(ay) with respect to ay is
Hp, (o) = 54 2/A. (6.6)

This Hessian matrix is positive-semidefinite because ¥ is a variance—covariance matrix,
which is always positive-semidefinite, and 2A’A is positive-semidefinite as well. |

There are two main advantages of this objective function Qk(ak). First, we need to
estimate only the first and second moments of traffic streams to evaluate it. Thus, it is
easier to use than the objective function Lg(cvy). Also, it uses as much information as
the objective function Ly (ay). However, unlike Ly (az) or Qx(ak), Qr(az) is convex. Note
that we are not claiming that Qy(ay) is an approximation of Ly(ay) or Ly (ay). The main
motivation is to provide a convex quadratic program to obtain a candidate assignment and
routing policy. Using Qk(ak) as performance measure, we model the routing problem for a
given assignment policy d as a convex quadratic programming problem as follows:
Problem P(d)

min  ¥(d, @) i (o So, + (Ao, — )2, (6.7)
k=1
Zai,k =1, Vie{l,...,N}, (6.8)
k=1
i < dig, Vie{l,...,N}, ke{l,...,M}, (6.9)
Aoy < pg, Vke{l,...,M}, (6.10)
a;r > 0, Vie{l,...,N}, ke{l,...,M}. (6.11)

Let a?(d) be the optimal routing policy provided by solving P?(d). Define

Wi(d) = Wi(d,0’(d ZQk al(d (6.12)
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As in the previous two models, we formulate the combined assignment and routing

problem as:
Problem P?
min  WI(d), (6.13)
N M
> D dik <T, (6.14)
i=1 k=1
di, € {0,1}, Vie{l,....,N}, ke{l,...,M}. (6.15)

P? can be solved as a mixed integer quadratic programming problem (MIQP). There are
efficient solvers available to solve this type of problems, such as CPLEX and Gurobi. Let d¢
be the optimal assignment policy obtained by solving the above MIQP problem P9?. Then
a?* = a4(d?) is the optimal routing policy.

Remark 2: One can show that the variance of By (1),
Var[By(1)] = o}, Say..

The folk theorem in queues says that the congestion can be reduced by reducing the variance
of the input process. Thus, it would make sense to simply minimize

M
E Oé;CEOék.
k=1

We have numerlcally evaluated this objective function and found that it performs much
worse than Zk 1 Qk It produces policies that substantially under-perform the policies
produced. Thus, somehow the term (Acy — py)? plays a very discriminating part in this
problem.

Similar to queueing model and diffusion approximation model, we next consider a fur-
ther special case where all assignments are available on every server. In this case, we have
the following analytical solution to P%. Let L be a subset of {1,...,M} so that

L+ A+ |Llpe =Y >0, VkelL, (6.16)
leL

L+ A+ |Llpe =Y <0, Vk¢L (6.17)
leL

THEOREM 8: Let d;, =1 for all i and k, and L be as defined above. Then the optimal
routing policy for P is given by

L+ A+ | L] —
| L pn ZleL’u’l’ Vie{l,...,N}, ke L,
o={  (O+NIL o
0, otherwise.

The optimality of Eq. (6.18) can be shown by verifying that the Karush-Kuhn-Tucker
conditions are satisfied by this solution. See Appendix A.5. for the detailed proof.

Remark 3: We describe an O(M) algorithm to find L defined above. Without loss of gen-
erality, we assume that the servers are listed in the descending order of service rate, that

is, g1 > -+ > pr.
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Algorithm 1

Finding the Set L
L—{1}
for k=2 — M do
if 14+ X+ |Llpr — > 1cp i > 0 then
L — LU{k};
else
break;
end if
end for

This procedure can be justified by discussing the two possible outcomes of the “if” statement
for any k within the loop:

Case I: When the condition of “if” statement is satisfied,

LA+ (LI + Dy = > =1+ A+ Ll
leLU{k}

N w >0, Vie{kbuL={1,... k-1 (6.19)
leL

In other words, adding new element into the set L will not nullify the existing elements in
L. Hence, we update the set L to L U {k} and loop to the next.

Case II: When the condition of “if” statement is not satisfied,

LA+ (Ll + Dy — Y <1+ A+ Ll =Y <0, Vj¢L={1,....k—1}.
leLU{k} leL
(6.20)

In other words, adding any other elements into the set L will not satisfy the condition.
Hence, we stop as soon as we obtain the first violation of the condition and the set L has
been determined.

7. SOLUTION

There are commercial software packages available to solve our convex quadratic model PY.
For example, the well known AMPL/CPLEX is capable of solving the MIQP problem.
On the other hand, for queueing model P or diffusion approximation model P, the global
optimal solutions are difficult to obtain because the objective functions are non-convex
and some decision variables are binary. We have discussed some special cases that can
be solved analytically in previous sections. Beyond those special cases, we need to use
heuristic algorithms to solve the problem in general. We introduce one such algorithm
below.

7.1. Heuristic Algorithm

The main goal of the heuristic algorithm is to determine the optimal static routing and
assignment policy. The assignment policy is obtained by solving the nonlinear integer pro-
grams P or P, which are difficult to solve in general. Meanwhile, determining the optimal
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static routing scheme for a fixed assignment policy involves solving P(d) or P(d), which are
relatively easy since they involve a continuous nonlinear optimization.

We introduce a heuristic algorithm called Backward Selection Heuristic Algorithm. In
this algorithm, we start by assuming all assignments are available on every server, that
is, d; ., =1 for all ¢ and k, and finding the optimal static routing policy, a, under this
assumption.

We have shown in Theorem 6 that a; j is positive for all i and & if traffic streams are
independent. However, if traffic streams are not independent, we can expect to have «; j
equal to zero for some i and k. The intuitive explanation is that the system would benefit
from routing the traffic streams with negative correlations into common servers but suffer
from routing the traffic streams with positive correlations into common ones. Hence, if traffic
streams of service type ¢ and j are positively correlated, usually o; ; and «; ; would not be
positive at the same time. We do not have a rigorous proof of this, but we will illustrate
this idea by a numerical example in Section 7.2.

Based on this initial routing policy, the second step is to remove all assignments with
optimal solution o =0, that is, if a;, =0 then set d; , = 0. In this step, we remove
the unused assignments so that we can decrease the total number of assignments without
sacrificing system performance. Then we check whether total number of assignments left
is less than or equal to the desired number T'. If yes, the solution satisfies all constraints
of the mixed integer nonlinear programming problem and is optimal. Otherwise, further
elimination of assignments is needed.

In the next step, we remove an assignment on a server that results in the smallest
increase in the objective function value. The idea of this algorithm is to behave in a greedy
fashion. We try to remove one “least important” assignment at a time until total number of
assignments left is no more than 7'. It may not result in an optimal solution but can provide
a good solution in a relatively short time. It is common in the service center design problem
that practitioners pursue a good solution instead of an optimal solution since finding optimal
solution requires too much effort. Also, the greatly fluctuating traffic streams in service
center makes an accurate design unnecessary. To find the solution, this algorithm has to
run O(M?2N?) nonlinear programming problems in the worst case. It takes a long time when
M and N are large, but we can expect it takes much shorter time than solving the original
problem. The pseudocode of this algorithm is presented in Appendix B.

In the next subsection, we use a numerical example to illustrate the Backward Selection
Heuristic Algorithm by applying queueing model and diffusion approximation model as
congestion performance measures. We will also compare these two models with convex
quadratic model at the end.

Note that we do not use this algorithm to solve P9, since it is a mixed integer quadratic
program and there are standard software packages available to solve it.

7.2. Numerical Example |

We consider an example with five servers (M = 5) and eight types of services (N = 8). We
assume that the overall arrival rate, the transition probability matrix of the DTMC deter-
mining the customer class, and the service time distributions are known. We can calculate
the variance—covariance of arrival process needed for diffusion approximation model from
the given arrival rate and transition probability matrix. The upper limit of the total number
of assignments is T = 12.

We assume that the overall customer arrival process is a PP with rate A = 135 and the
service time is exponentially distributed with rate dependent on server. The service rates
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of five servers are 5, 5, 20, 40, and 80, respectively. Let transition probability matrix

[0.0333 0.3000 0.1905 0.0952 0.0476 0.0994 0.1068 0.1271]
0.2667 0.0667 0.1905 0.0952 0.0476 0.0994 0.1068 0.1271
0.1569 0.1765 0.3000 0.0167 0.0167 0.0994 0.1068 0.1271
0.1569 0.1765 0.0333 0.2833 0.0167 0.0994 0.1068 0.1271
0.1569 0.1765 0.0667 0.0333 0.2333 0.0994 0.1068 0.1271
0.1569 0.1765 0.1905 0.0952 0.0476 0.0333 0.0667 0.2333
0.1569 0.1765 0.1905 0.0952 0.0476 0.2000 0.0333 0.1000
10.1569 0.1765 0.1905 0.0952 0.0476 0.0667 0.2000 0.0667 |

The steady-state distribution is 7 =[0.1569 0.1765 0.1905 0.0952 0.0476 0.0994
0.1068 0.1271]. This example has a special design so that eight customer types are sepa-
rated into three groups before generating transition probability matrix: a group of services
with negatively correlated traffic streams among group members, and two groups of ser-
vices with positively correlated traffic streams among group members. The traffic streams
between any two types in different groups are independent. This design can be achieved by
properly choosing the transition probability so that ©; ; = m; and ©;; = m; if we want the
traffic stream of type ¢ and j to be independent.

Variance-covariance matrix (X) and correlation coefficient matrix (R) can be obtained

by Eq. (5.2),
[16.93  4.24 0 0 0 0 0 0]
4.24 19.58 0 0 0 0 0 0
0 0 3330 —556 —2.03 0 0 0
. 0 0 —5.56 19.43 —1.02 0 0 0
0 0 —2.03 —1.02 948 0 0 0|’
0 0 0 0 0 11.61 091 0.90
0 0 0 0 0 091 1231 1.20
0 0 0 0 0 090 1.20 15.06]
1 023 0 0 0 0 0 0]
0.23 1 0 0 0 0 0 0
0 0 1 —022 —0.11 0 0 0
B 0 0 —0.22 1 —0.07 0 0 0
= 0 0 —0.11 —0.07 1 0 0 0
0 0 0 0 0 1 0.08 0.07
0 0 0 0 0 0.08 1 0.09
.0 0 0 0 0 0.07 0.09 1]

From the correlation coefficient matrix, we observe that the arrival processes of service 1
and 2 are positive correlated with each other and independent of the rest of the services.
The arrival processes of service 3, 4, and 5 are negative correlated with each other and
independent of all the rest of the services. The arrival processes of service 6, 7, and 8
behave similarly to those of 1 and 2 but with weaker correlations.

With the above data, we can apply the heuristic algorithm. The resulting assignment
and routing policies using queueing model and diffusion approximation model are presented
in the next two subsections, respectively.
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7.2.1. Queueing model In the initial step of the algorithm, we assume that all assign-
ments are available on every server and solve for the optimal routing policy. Assuming that
di =1 for all 7 and k, the following initial routing policy matrix is obtained by solving
P(d),

0.080 0.080 0.002 0.012 0.826
0.080 0.080 0.002 0.012 0.826

o"(d) = 0.080 0.080 0.002 0.012 0.826
0 0 0 0 1
0 0 0 1 0
0 0 1 0 0

As we expected, we observe that the traffic streams with positive correlations are routed
into different servers, while the traffic streams with negative correlations are routed into
COMMmON Servers.

In the next step, we remove all assignments with «.,. = 0. The total number of assign-
ments left is 20. In terms of the total expected queue length, the system with these 20
assignments can perform as well as the system with 40 assignments, that is, all assignments
being enabled to provide every type of service. Since the desired total number of assign-
ments is 7' = 12, we need to proceed with the algorithm further and remove eight more
assignments.

Table 1 shows the removal progress using the algorithm. In this table, 1’s mean the
assignments are removed in the initial step; 2 in the fifth row and third column means the
assignment of service type 5 on server 3 is removed when we proceed with the elimination
process (the “while loop” in the Algorithm 2) for the first time; 3 in the forth row and third
column means the assignment of service type 4 on server 3 is removed when we proceed with
the elimination process for the second time, etc. We repeat the elimination process until the
number of assignments left is less than or equal to 12. The zeros on the table mean those
assignments remain on the servers after the completion of the heuristic algorithm. Based on
this table, we determine the service assignment of the system. The assignment policy out
of this heuristic algorithm dj should be to enable server k to provide service type i if and
only if it is zero in the row ¢ and column k in Table 1.

TABLE 1. Example I: removal progress of Heuristic
algorithm using queueing model

Server

Service

Type 1 2 3 4 5
1 1 1 1 0 1
2 1 1 1 1 0
3 0 0 6 0 0
4 9 0 3 5 0
5 8 7 2 4 0
6 1 1 1 1 0
7 1 1 1 0 1
8 1 1 0 1 1

https://doi.org/10.1017/50269964814000011 Published online by Cambridge University Press


https://doi.org/10.1017/S0269964814000011

OPTIMAL STATIC ASSIGNMENT AND ROUTING POLICIES FOR SERVICE CENTERS 299

Along with the above assignment policy, we determine the routing policy out of the
heuristic algorithm:

0 0 0 1 0
0 0 0 0 1

0.139 0.080 0 0.023 0.758

o 0 0119 0 0 0.881
G = 0 0 0 0 1
0 0 0 0 1

0 0 0 1 0

0 0 1 0 0

The expected queue length under this assignment and routing policy is 32.69.

7.2.2. Diffusion approximation model Assuming that d; ; =1 for all ¢ and k again,
another initial routing policy is obtained by solving P(d),

0 0 0 1 0
0 0 0 0 1
0.080 0.080 0.002 0.012 0.826
0.080 0.080 0.002 0.012 0.826

(d) = 0.080 0.080 0.002 0.012 0.826
0 0 0 0 1
0 0 0 1 0
0 0 1 0 0

This initial routing policy comes out to be exactly the same as the initial routing policy
obtained by queueing model. Similar to what we did for queueing model, we further proceed
with the algorithm and use the Table 2 to show the removal progress.

The assignment policy this heuristic algorithm JZ should be to enable server k to provide
service type 4 if and only if it is zero in the row ¢ and column k in Table 2. Along with the

TABLE 2. Example I: removal progress of heuristic
algorithm using diffusion approximation model

Server

Service

Type 1 2 3 4 5
1 1 1 1 0 1
2 1 1 1 1 0
3 0 0 6 0 0
4 9 0 3 5 0
5 8 7 2 4 0
6 1 1 1 1 0
7 1 1 1 0 1
8 1 1 0 1 1
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above assignment policy, we determine the routing policy:

0 0 0 1 0
0 0 0 0 1

0.139 0.082 0 0.023 0.756

o 0 0115 0 0 0.885
= 0 0 0 0 1
0 0 0 0 1

0 0 0 1 0

0 0 1 0 0

The total expected queue length under this routing policy is 32.69. In this example, both
models give us the same total expected queue length with same assignment policy and
slightly different routing policy.

7.2.3. Convex quadratic model We solve the convex quadratic model P? directly
using MIQP solver CPLEX. Given T =12, we obtain the following optimal routing

policy:

0 0 0 0 17

0 0 0.434 0.566 0

0 0 0 0.369 0.631

ot — 0.218 0 0 0 0.782

0 0 0 0 1

0 0 0 0 1

0 0 0 1 0
. 0 0 0417 0 0.583 |

The total expected queue length under this routing policy is 36.26.

In order to further compare the three models: queueing model P, diffusion approxi-
mation model P, and convex quadratic model P?, we perform the following experiment.
Using the same set of parameters given above, we solve P, P, and PY to find the optimal
static assignment and routing policies. (We use heuristic algorithm for P and P, but MIQP
for P?.) Under each of these assignment and routing policies, we compute the expected
queue length as explained in Section 3. We summarize the results in Table 3 and Figure 1.
The total expected queue lengths with T"= 8 are not presented because they do not satisfy
the stability condition.

We have several key observations from this numerical experiment. The heuristic
algorithm provides consistent solutions between queueing model and diffusion approxima-
tion model for different number of assignments (7). Owing to the non-convex objective
functions, solving nonlinear models using the heuristic algorithm still takes thousands of
seconds, even though the diffusion approximation model only takes less than half of the
time taken by the queueing model (1,983 versus 5,100 seconds). On the other hand, solving
the convex quadratic model only takes a few seconds. For most of the cases, the solutions
by convex quadratic model are not as good as the nonlinear model but are in a reasonable
range. When T is quite small, the convex quadratic model even provides a better solution
than nonlinear models. This is because the heuristic algorithm is not guaranteed to produce
the optimal solution.
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TABLE 3. Example I: Total expected queue length under assignment and routing
policy derived by solving queueing model P, diffusion approximation model P, and convex
quadratic model PY

Number of
Assignments (') 9 10 11 12 13 14 15 16 17 18 19

‘Il(cﬁ;,oz;;*) 55.49 33.01 32.69 32.63 32.59 32.57 32.57 32.56 32.56 32.56 32.56
U(dy,ar") 55.49 33.01 32.69 32.63 32.59 32.57 32.57 32.56 32.56 32.56 32.56
U(d?, af) 44.44 36.02 35.17 36.26 36.42 36.21 36.28 37.02 38.20 37.16 37.30

Number of
Assignments (7)) 20 21 22 23 24 25 26 27 28 29 30

U(dy,ap") 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56
\I/(ciz,o?;;*) 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56
U(d?, a9) 37.44 37.32 37.63 37.60 37.61 37.53 37.66 37.58 37.51 37.42 37.33
Number of
Assignments (T) 31 32 33 34 35 36 37 38 39 40
U(dy,ap”) 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56
\I!(cifl,dz*) 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56 32.56
U(d?, a9) 37.32 37.33 37.34 37.34 37.34 37.34 37.34 37.34 37.34 37.30

60
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[0
o

Approximation
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[l

------ Quadratic

w
@

Total Expected Queue Length

w
o

20

0 5 10 15 20 25 30 35 40
Total Number of Assignments (T)

FIGURE 1. Example I: total expected queue length under assignment and routing pol-
icy derived by solving queueing model P, diffusion approximation model P, and convex
quadratic model PY.

7.3. Numerical Example Il: Virtual Computing Laboratory (VCL)

We consider another example with five servers (M = 5) and eight types of services (N = 8).
Here, the system parameters such as the overall arrival rate, the transition probability
matrix of the DTMC determining the customer class, and the service time distributions
are estimated from a real data set. This data set is an access log file obtained from the
VCL in the University of North Carolina at Chapel Hill. The VCL provides access for
researchers and students to a virtual computer environment that can be used to access
software applications. The data set contains about ten thousand service requests between
August and November 2012, each with the type of service requested, the time of arrival,
the time of service beginning, and the time of departure.
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We assume that the overall customer arrival process is a PP with rate A = 73. This
arrival rate is estimated by mean arrival rate between 9 am and 5 pm. This specific
time interval is chosen because the data show that the arrival rate is much higher during
the daytime. Obviously the overall performance of system is mainly determined by how
well the system performs during these peak hours. The transition probability matrix of the
DTMC is estimated from the sequence of service requests:

[0.3210  0.3310 0.0160 0.1020 0.0270 0.0280 0.0900 0.0850]
0.1310 0.6550 0.0140 0.0610 0.0130 0.0140 0.0520 0.0600
0.1330 0.3910 0.1330 0.0570 0.0480 0.0190 0.1050 0.1140
0.2450 0.3510 0.0120 0.1630 0.0330 0.0310 0.0760 0.0890
0.1460 0.4070 0.0310 0.1540 0.0540 0.0310 0.0770 0.1000
0.2180 0.3100 0.0070 0.0770 0.0350 0.1690 0.0990 0.0850
0.2120 0.3300 0.0160 0.0710 0.0260 0.0280 0.2220 0.0950

10.1980  0.3780 0.0200 0.0980 0.0220 0.0120 0.1040 0.1680 |

The steady-state distribution out of the above transition probability is
m=1[0.1913 0.5008 0.0171 0.0834 0.0211 0.0231 0.0819 0.0812],

and the correlation coefficient matrix (R) is

1 —021 —0.02 0.08 0.0l 0.04 004 0.03]

—0.21 1 —0.04 —0.13 —0.07 —0.09 —0.15 —0.11
—0.02 —0.04 1 —0.02 004 —001 001 0.02
R | 008 —013 —0.02 1 006 002 —0.01 0.03
— | 001 —0.07 0.04 0.06 1 003 001 0.02
0.04 —0.09 —0.01 0.02 0.03 1 0.03 —0.01

0.04 —0.15 0.01 —0.01 0.01 0.03 1 005

| 0.03 —0.11  0.02 0.03 002 —0.01 0.05 1]

In this example, we assume that service time is exponentially distributed with rate
dependent on service type, which is estimated by mean service rate of each type from the
data. The service rate we use is

(ks o ks - five) = [12 20 20 50 12 12 20 20] Vk.

We round the service rates to the choices of three different rates and scale them up propor-
tionally for the ease of application with queueing model. This is not unrealistic because the
data show some similarity of service time distributions between different service types.

We apply the heuristic algorithm with queueing model and diffusion approximation
model. We do not include the convex quadratic model in the example since it requires the
service rates to be independent of service types. For queueing model, assuming d; j, = 1 for
all 7 and k, we obtain the following initial routing policy matrix by solving P(d),

[0.432 0 0 0 0.568

0.119 0.304 0.303 0.274 0

0 0.328 0.331 0.342 0

i 0 0 0 1 0
@’ (d) = 1 999 0 0 0 0.701
0.344 0.132 0.132 0 0.392

0 0.340 0.341 0.320 0

0 0.392 0392 0217 0 |
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TABLE 4. Example II: total expected queue length under assignment and routing policy
derived by solving Queueing model P and diffusion approximation model P

Number of
Assignments (7' 11 12 13 14 15 16 17 18 19 20

U(dy, ar”) 26.78 22,59 2248 2243 2238 2234 2233 2232 2231 2231
\I/(d~z, ar’) 26.78 22,59 2254 2246 2241 2235 2236 2235 2234 22.36
Number of

Assignments (7)) 21 22 23 24 25 26 27 28 29 30

U(dy, o) 22.30 2230 22.30 2230 22.30 2230 2230 2230 22.30 22.30
Q’(d27 ar’) 22.36 2237 2236 2236 2236 2236 2236 2236 22.36 22.36
Number of

Assignments (T) 31 32 33 34 35 36 37 38 39 40
U(dy,ar”) 22.30 2230 2230 22.30 22.30 2230 2230 2230 22.30 22.30
\IJ(CZZ, ar’) 22.36 2236 22.36 22.36 22.36 22.36 22.36 22.36 22.36 22.36

Similarly for diffusion approximation model, assuming d; , =1 for all ¢ and k, we obtain
the following initial routing policy matrix by solving P(d),

[0.500 0 0 0 0.500 ]
0.049 0.300 0.300 0.300 0.049
0 0.333 0.334 0.334 0
3% (d) = 0 0.333 0.334 0.333 0
0.500 0 0 0 0.500
0.500 0 0 0 0.500
0 0.334 0.333 0.333 0
0 0.333 0.333 0.334 0 |

Unlike in Example I, the initial routing policy matrices from two models are not exactly
the same, but they still have some similar structures. These two routing policy matrices
have lots of common zero entries, which further confirms our conjecture that it is optimal
to separate traffic streams to different servers if they are not positively correlated. However,
due to the mixed correlation structure in this example, this effect is not as obvious as in
Example 1.

We then solve P and P using heuristic algorithm for P and P with all the possible T’
value. Under each of these assignment and routing policies, we compute the expected queue
length as explained in Section 3. We summarize the results in Table 4 and Figure 2. The
total expected queue lengths with T = 8,9, 10 are not presented because they do not satisfy
the stability condition.

Similar to our observations from the previous example, the solutions from two models
are not exactly the same, but the resulting expected queue lengths are quite close to each
other. In addition, solving diffusion approximation model takes only about one-third of the
time that solving queueing model does (5,892 versus 17,812 s).

8. CONCLUSION AND FUTURE STUDY

In this paper, we provide schemes for determining the assignment and routing policies for
a service center. First, we formulate the problem as a mixed integer nonlinear program-
ming problem aiming to minimize the system congestion performance measures. Second,
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FIGURE 2. Example II: total expected queue length under assignment and routing policy
derived by solving queueing model P and diffusion approximation model P.

we introduce reasonable performance measures in three models: queueing model, diffusion
approximation model, and convex quadratic model. These three models all provide solutions
taking account the autocorrelations within traffic steams and correlations between different
traffic streams. The queueing model produces expected queue length as performance mea-
sure by a matrix analytic method, which is accurate but time consuming. To improve the
efficiency, we study the diffusion approximation model which gives a closed form expression
of approximated expected queue length, which is easy to compute, but is non-convex. We
then define a convex performance measure that is easier to optimize and yields policies that
perform near optimally.

As we observed from the numerical examples, the queueing model and diffusion approxi-
mation model take much longer time to solve but result in solutions with better performance
(smaller total expected queue lengths). When the convex quadratic model is applicable, it
provides the most efficient method of deriving assignment and routing policies of accept-
able performance. Finally, we develop a greedy heuristic algorithm to increase the scalability.
Comparing the numerical results of the queueing model and the diffusion approximation
model, we observe that the assignment policies obtained by both models are essentially the
same. Hence, using diffusion approximation model can be more efficient without sacrificing
system performance.

For the future study, we think it would be interesting to investigate the effect of the
correlation structure on the assignment and routing policies. Another interesting direction
is to look at how one can reduce the required number of servers while satisfying a given
quality of service requirement by taking account the correlations between different traffic
streams into design.
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APPENDIX A. PROOFS OF THEOREMS

A.1. Proof of Theorem 3
ProOF: Recall that X; ; = lim¢— o w. By (8) from Good [12], we know that

E[Ai(t)A;(t) |A(t) =] = L—jymir + 2 (;) mim; + 1m0 — enm) (I — © +enm) i

+rmi[(© —enm)(In — © +enm) i+ O(1), (A.1)
and hence
BA;(t)A; (1)) = E [E (A:(H)A; (1) |A())]
= B (A®t) {Lji=jymi + mil(© —enm)(Iy — O + enm) i
+ 50 —enm)(In — © + enm) ]y} + mim B [A(1) (A(t) — 1)] + O(1)
= M{L(i—jymi + 1[0 — enm)(In — © +enm) i
+ ;[0 —enm)(In — O+ enm) it + mimj(A)? +0(1). (A.2)
Then we can derive ; ;,

Cov[Ai(t), A; (1)) ElAi(0)A; ()] — E[AD]E[A;(1)]

iy = i QO < :
= M1g—jym +m[(© —enm)(IN —© + enm) i
+ ;[0 —enm)(In — © +enm) ik, (A.3)

and hence
2 = M diag[r] + diag[x][(© — en7)(Iny — O + enm) Y]
+[(® —enm)(In — O + enm) 1) diag[n]}. (A.4)

A.2. Proof of Theorem 4

PROOF: Given that

E( n,k) = g, (A.5)
we know that
lim E(B(1) = \may, (A.6)
t—o0 t
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by the elementary renewal theorem. This shows that Eq. (5.5) holds since we also know that

lim E(Bx(t) = \ray. (A.7)
t—oo t
from Eq. (3.2).
By Theorem 8.7 of Kulkarni [20], we know that
3 Var(U,
lim YrBe) _ VerlUnk) _ 0 o (5 x diagl]) g (A.8)

oo t (E(Un,k))?
To show that Eq. (5.6) holds, we check

o Var(By(t) _ oV (Zf\; Yi,k(t)) iy VarloiL Bin(ai e, Ai(1))]
t—o00 t t—o00 t t—oo t
iy D VarBin(ai g, Ai(1))]
t—o0 t
o it iy CovIBinai, Ai(t), Bina, A;(1)]
t—o00 t
iy Zitg Var{E[Bin(aqe, Ai(1))| it }}+z V| E{Var[Bin(a g, Ai(1))| A (£)]}
t—oo
. PDRIRD DRI Cov{E[Binwi,k,Ai(t>>|Ai<t>,Aj<t>1 E[Bin(a x5, A; ()| A; (1), A; ()]}
t—o0 t
. SN SN iy E{Cov[Bin(ay i, Ai(t)), Bin(ay g, A (£))| A4 (1), A; ()]}
t—o00 t

N
. Var(A;(t . E(A;(t
_ Z |:a'£2,k tliFgO (t’b( )) +Oé7;7k(1 _ O‘i,k)tll)rgo ( tZ( ))
=1

N N
o Cov(A;(t), As(t
+Z Z ai,kaj,kthn;oM

i=1j=1,i#j
= Aoy, + o (2 — M diag[n])ay,. (A.9)
This completes the proof of Theorem 4. |

A.3. Proof of Theorem 5

PrOOF: Let X, be the type of nth customer arriving to queue k. The expectation of service times
of queue k is given by

N .
lim E(V ) = lim E[E(V, 5| X0)] = 3 n KTiQik Ty d1ag[7r]ak’ (A.10)

n—oo i=1 1 T | TQ

and the variance of service times of queue k is given by

lim Var(V,) = lim {E[Var(V, | Xn)] + Var[E(V, | Xa)]}
n—oo n—oo

N 2 N 2 . 2
. Z O ki k n Z Ti kTi0% k 7, diag[m] oy,
- N N T, ]

i=1 Zi:1 TGk =1 Zi:1 TG

. . 2
_ (o} +77) dinglmloy (sl i)
ge T
This shows that both Egs. (5.9) and (5.10) hold. |
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A.4. Proof of Theorem 6

ProOOF: To prove Theorem 6, we need to show that the sum of expected queue lengths over all
servers is minimized when the traffic intensity is the same for every server under the assun]}})tions
in the theorem. Let A, be the arrival rate to server k and then total arrival rate A = >";7 | Ag.
Since we assume that the service time distributions are all the same, we can let u be the service
rate and C? be the squared coefficient of variation of service times on every server. We can further
define traffic intensity of server k to be

Pr = Ak/p = ATag/p,

and traffic intensity of whole system to be
o=/ (Mp).

We will show the result for queueing model. The same argument can apply to diffusion approxima-
tion model. Since each queue k is an M /G/1 queue, one may write down Ly (ay,), the expected queue
length of queue k, by Pollaczek—Khinchin formula. The total expected queue length minimization
problem can be written as

S o~ [ A
min Li(ap) = P 4 o EkZ A.12
k; () kZ::l ) (A.12)
M M
s.t. A= Z A or Mp= Z Pks (A.13)
k=1 k=1
0<pr<1 Vke{l,..., M} (A.14)
Taking derivatives of Ly (ay) with respect to pg, we have
1+e2)2 -
dpy, 2(1 = pg)
d*Ly(oy) _ 1+, :
= - >0 (given 0 < pg < 1). A.16
ATy A ’ (419

Hence, we know that Ly (ay) is a convex function of pg and so is Zkle Li(ag). We can integrate
the constraint Mp = Zli\/le pr into objective function and rewrite the problem as

M M-1 2 2 M—1 M—1 92 5
. pi(1+ ¢35, (Mp =3 k=1 Pr) (1 +c5,)
min Y Lp(ag) = Y pk+H + (Mp— > pk> + L= ek
k=1 k=1 Pk k=1 20 = Mp+3 k1 Pk)
M-1 M—1
= Mp+ Z p%(l—"_czk) (Mpfzk:1 Pk£(1+cgk)7 (A.17)
= 2= pw) 201 - Mp+ 05" or)

subject to 0 < pp, < 1, Vk. Taking the first-order partial derivative of objective function with respect
to pg, V1 <k < M —1, we have

O R, Lilan) _ (1 + e, ) [m —pf 2Mp— S ok) — (Mp — A o)’

Opr 2 (1= pk)? (1 - Mp+ 25" pp)?
(A.18)
M
Setting w =0forall 1 <k < M —1 and knowing that 0 < p;. < 1, we have
M-1 M-1

—p)? (1= Mp+ 331" pr)?
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and p; =--- = ppr_1 = p is a solution that satisfies the equation above. Hence, we can conclude
that py = -+ = pps = pis an optimal solution for queueing model because it satisfies all constraints,
have all first-order partial derivatives equal to zero, and the objective function is convex.

We may follow the same fashion to prove the result of diffusion approximation model. The
details are omitted. |

A.5. Proof of Theorem 8

PROOF: Assuming that d; ;, = 1 for all i and k, P? can be reduced to

Problem P?
M M
min Y Qulax) = Y [afSag + (e — )’ (A.20)
k=1 k=1
M
st > =1, Vie{l,...,N}, (A.21)
k=1
ag >0, Vie{l,...,N}, ke{l,....,M}. (A.22)

This is a quadratic programming problem. Let e be an N-vector whose elements are all ones. We
’
rewrite the P? in a standard form of quadratic programming problem,

Problem P9’
S+ A2n'n
min %I/HCC + c/:c, where H =
S+22m] v
A’
and ¢ = , (A.23)
“Aum |y
st. Az >b, where A= Iy n and b=10,...,0/% /N, (A.24)
Bz =d, where B=[In,...,IN]nxmN and d = ey, (A.25)
z=[at,...,anm]mn >0, where ay = [a g, ..., an ] for all k. (A.26)
We first need to show that i)eN = \r’. By definition,
N
[Senli = 3 Cov(Ai(1), A;(1)) = Cov(A;(1), A(1)). (A.27)
j=1
For any i,
E[A;i(1)A(1)] = E[E(A;(DA1)A(1)] = E[E(Ai(1)|A(1)A(1)] = E[m;A(1)?]
= m;Var(A(1)) + m[B(A(1)))?, (A.28)
and
E(A;(1)E(A(1) = m[E(AL))]*. (A.29)
Hence, we know that
Cov(Ai(1), A(1)) = E[Ai(1)A(1)] — E(Ai(1))E(A(1)) = m;Var(A(1)) = A, (A.30)
= ey = (A.31)
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Let zg; be the jth element of the column vector zp € RMN . Next, we show that Eq. (6.18) is an
optimal solution to P? in the special case, that is,

L4+ X+ |Llpe = Xier
: VkeL,je{(k—1)N+1,... kN},
o — (1+ VL Feilk=1) b (as2)

0, otherwise,

is an optimal solution to P7". We will check that x0 is an optimal solution by showing that there
exist ug € RMN and vy € RY such that Hzg + ¢ = A'ug + B'vg, Azg > b, ug > 0, Bxg = d, and
< Azg — b,up>= 0 (Karush-Kuhn—Tucker conditions). Let ug,; be the jth element of the column

vector ug € RMN e pick

(A= N2 = | LA + e )i
Uy, = |L|

0, otherwise.

, Vk¢ L,ie{l,...,N}, j=(k—1)N+1,

(A.33)
and

A+ N =S T

v = (A.34)
L
Let us verify all the conditions.

1. Axzg = xg > b and ug > 0 because xg and ug are both non-negative by the definition of L.
2.

ZO+Z 1+/\+|L|/va_ZleLHl

Bxg =
=0 1+ N[L|
1+ MN)|L L —|L
:{( + )| |+| |Zk€Luk | |Zl€LMl:| _ N:d~ (A.35)
(L+N)[L] N

3. (Azxg — b,ug) = (xo,u0) = Z;w:q[ x,up; = 0 because zp, and up; are not non-zero at the
same time for any j.
4. Let (Hzp), be the column vector with (k — 1) N + 1th to kNth elements of the vector Hxg.

For any k € L,
L4+ A+ [Llpk = Dier
o 2 7 leL
(Hzp)r = (X2 + A 7r7r)eN< T+ VL )
_ ()\71" + )\2#/) (1 + A+ |[Llpg — ZleLHl)
(1+XN)|L]
A+ A2+ | Llpgh — A
_ < | |ﬁ‘blz| ZleL i > ﬂ/7 (A.36)
A+ A% — A
(Hzo + ¢)g = ( |L2|56L al ) 7’ = Aug + B'vy. (A.37)
For any k ¢ L,
(Hzo) =0, (A.38)
(Hxo + ¢)f = M = Alug + Blug. (A.39)

From the above verification, we can conclude that g is an optimal solution since the objective
function is convex quadratic and there exist ug € RMN and v € RN that satisfy the Karush—
Kuhn—Tucker conditions. |
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APPENDIX B. BACKWARD SELECTION HEURISTIC ALGORITHM

Assuming to solve P, we write down the Backward Selection Heuristic Algorithm as below:

Algorithm 2
Backward Selection Heuristic Algorithm
t<— MN;
fori=1— N, k=1— M do
di— 1
end for

a « a*(d) as defined in Problem P(d);
fori=1— N, k=1— M do
if a; ), =0 then
di k< 0;
end if
end for
t = Sy Yty dik
while ¢t > 7" do
fori=1— N, k=1— M do
if d; = 0 then
U; g 00;
else
dik < 0;
V; i+ Y(d) as defined in Problem P(d);
dig < 1
end if
end for
(i,k) «— argmin;  ¥; x;
dik < 0;
t—t—1;
end while
To solve the Problem P, one can simply replace o(d) and ¥(d) with &*(d) and ¥(d) in the
Algorithm 2.
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