
Calls arrive by different scenarios: sometimes arrivals during a day have a bell-form with peak around 12:00 
(scenario II) and in some days we can see peaks in evenings around 18:00 (scenario I). 
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Number of arrivals (Retail, scenario II)

400

600

800

1000

1200

1400

1600

8:00 8:30 9:00 9:30 10:00 10:30 11:00 11:30 12:00 12:30 13:00 13:30 14:00 14:30 15:00 15:30 16:00 16:30 17:00 17:30 18:00 18:30

day time

average 17.12.08 23.12.08 24.12.08 28.12.08 11.01.09 18.01.09 15.01.09

 
 
 
 
 
 



At the same time, the form of the agents' staffing does not changed for the days with different scenario for 
arrivals. 
 

Number of agents (Retail) 
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Averages over two weeks (11.01.09-25.01.09) 
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There are two type of the number of agents with tags HOT and actual. The first number was calculated from 
the HOT data in the following way:  
 

Number of agents (Net)* % of occupancy = agents (HOT). 
 
The actual number was calculated in the following way: 
 

Number of answered calls * (average service time +30 seconds) = agents (actual). 
 

This number describes the number of servers working without idle time. 
Our conclusion from this figure and the following in the analysis below that the number of agents (HOT) is 
much bigger than it was in reality. 
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The figure above shows inconsistency in forms of the offered load and agents' staffing. All values presented 
in this figure are averages of the offered load in two different scenarios and the number of agents, calculated 
in each 30 minutes interval. 
 
The following 4 figures show the average number of arrivals, agents, waiting time, answered calls over two 
weeks period (11.01.09-25.01.09) 
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An example of the best case scenario 
We choose Sunday 18.01.09 as a day with the best performance characteristics between weekdays 18-
15.01.09. Even in this day we see problems in the service in morning and evening hours.  
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The figure above shows inconsistency in forms of the arrivals and agents' staffing. All values presented in 
this figure are averages of the number of arrivals coming by two different scenarios and the number of 
agents, calculated in each 30 minutes interval. 

 
 
 

Average service time changes dramatically during the day. We can see that in the evening average service 
time is much bigger than in the midday. This means that the offered load in the evening is bigger than in the 
midday. 

Average service time (Retail service)
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