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Abstract
To reduce the meaningless waiting, service industry usually uses the appointment system 

to schedule the service time of customers. In order to match the capacity of demand and supply, 

the reservation system is usually adopted by the majority of corporations to conquer the issue. 

Besides, the overbooking strategy is used to ensure the capacity provided has a maximal 

utilization rate.  

Most researches focus only on one-service-level or two-service-level, but in most cases, 

multi-service-level is more practical for enterprises. 

The purpose of this study is to develop an analytical model combined by probability 

theory and mathematical programming which aids the manager to make an overbooking policy 

on multi-service-level. 

Keywords service industry, multi-service-level, overbooking policy, mathematical 

programming.
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