
Service Engineering 
May 2011 

(Im)Patience (Raw) 
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Holiday
Weekend

0

5000

10000

15000

20000

25000

30000

35000

40000

45000

50000

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30

Days

N
um

be
r 

of
 c

as
es

 
 

ILBank Wait time (all), Private
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Distribution Fitting 
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ILBank Wait time (all), Private
24.11.2008 : No Served Calls!

Fitting Mixtures of Distributions
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Tail Fitting
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Survival Functions of (Im)Patience 
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Patience vs. Service Durations (Stochastic Order)  
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Time willing to wait (< 30 min)
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Empirical Hazard Rates 
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Summary of the Number of Censored and Uncensored Values 

Failure Time: Unhandled Wait Time; Censored Time: Handled Wait Time 

Class Number of Cases Failed 
(Abandoned) 

Censored 
(Served) Percent Censored 

Total PS 164817 33006 131811 79.97 
priority_1 PS 57007 15206 41801 73.33 
priority_2 PS 104762 16042 88720 84.69 
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Hazard Rate Function (PS) 
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Hazard Rate Function (NW, NE) 
 

Summary of the Number of Censored and Uncensored Values 

Failure Time: Unhandled Wait Time; Censored Time: Handled Wait Time 
group Number of cases Failed Censored Percent Censored 
NW  14709 6886 7823 53.19 
NE  19483 2397 17086 87.70 
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Hazard Rate Function (Case Quality, Online Banking) 
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Psychology + Protocols 
  

USBank December 2002, Week days, Quick&Reilly
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