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o adv ithady - The advertizing creates a « second impatience » of
customers
- The initial impatience is delayed by advertizing

The earlier the advertizing starts, the sooner the
customers abandon the queue
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Drovider Some insights

N = Time based routing outperforms Quantity based ones when percentiles are involved
e = Reservation is a way to be more efficient for one objective by neglecting the others

= The stationnary regime is reached when the interevent time is 100 shorter than the time of
observation. It is reached quicker when the call center is large

= Combining different skills/channels in one call center team can be counterproductive due to
switching times if efficient routing strategies are not implemented

* The FCFS discipline may not be appropriate when percentiles are involved; by given priority to
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