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[Abstract] Based on the SMIE theory, this paper elaborates in detail on the human resource management of the hospital call
center, the construction of software and hardware in the call center, the construction of the knowledge base, the management of
business processes, the important evaluation indicators, and the environmental requirements of the call center from six aspects:
personnel, machines, materials, methods, measurement, and environment. The results showed that the call center is an important
channel for doctor-patient communication, and the intelligent construction can effectively improve service quality and efficiency.
The SMIE theory is applicable in the construction of intelligent call centers in hospitals. This paper systematically expounds the
practical experience of smart call center construction in a hospital, with the aim of providing references for call management in the

same industry.
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