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Download and Install

• setup.exe and help document available from 

http://ie.technion.ac.il/serveng/4CallCenters/Downloads.htm
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Tools
• Performance Profiler

o Anticipating your call center's performance for long and short term decision making

o can profile the performance using a wide variety of performance indicators

• Staffing Query

o determine the staffing level required during a given interval in order to meet your call 

center's performance goal 

o If more than one performance goal, should use the "Advanced Queries" tool

• Advanced Profiler

o an enhanced profiling tool, allows multiple-value input parameters. 

o especially useful for creating large performance tables or for preparing graphs. 

• Advanced Queries

o Can use if you have multiple performance goals or if you want to determine the value of 

one of your input parameters, for which your goal (or goals) is achieved,

o Allows multi-value input (for both input parameters and goals)

• What-if Analysis

o test various what-if scenarios which arise from the possible variations in your call 

center's parameters

o see the impact of such variations on your performance. 
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Performance Profiler
• Example: T = 60 min / N = 10 / AHT = 01:00 / Arrival rate = 550

o Case 1: Set Target Time to Answer = 00:10

o Case 2: Set Target Time to Answer = 00:00 to compute P(delay)

o Case 3: Increase the arrival rate up to 600: the system explodes 
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Performance Profiler (2)

• Add either Trunks or Overflows feature to keep your system 

stable

o Trunks: maximum number of calls which can be in the system 

simultaneously 

o Overflows: a technical limit on the time a call can spend waiting in 

queue 
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Performance Profiler (3)

• Add the abandonment feature  - the system does not

explode. 
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Operational Performance Measures
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Operational Performance Measures (2)

• With abandonment – changing Target Times
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Operational Performance Measures (3)
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Staffing Query
• Choose a performance goal to receive recommendation for staffing

o P(abandonment)=5%

o Avg time in Queue = 1min

o 80% of customers wait less than 20 seconds
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Advanced Profiling

• Can enter multiple values for input parameters

o Especially useful for creating graphs or performance tables

o EX) Change staffing from 3 to 20 
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Advanced Profiling (2)

• Try using Table > Export to File features. Export the table to Excel. 

• Create a graph of probability to abandon against staffing.
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Advanced Profiling (3)
• Try multiple parameters options. 

• Create multi-parameter graph of probability to abandon against arrivals, 

depending on different staffing levels.

o Change number of agents from 10 to 20 by step 1.

o Change arrival rate from 500 to 800 by step 50. 
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Advanced Queries
• You choose performance goal(s) and a certain system parameter.  

4CallCenters determines which value of this parameter will lead to the 

desired performance goal.

• In Settings choose if you need "Lower", "Upper" or "Best" value of the 

parameter.
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Advanced Queries (2)
EXAMPLE 1)

• Set the number of agents as a parameter to query and set two target 

goals: 5% of abandon and 80% served within 20 seconds. 

• You can also choose multiple arrival rate:  from 500 to 1,000 by step 100.

• NOTE: When there are multiple goals,  it is usually impossible to meet all goal values 

simultaneously, therefore achieving the goals is in the sense that the values of the 

performance indicators set as goals is at least (or no more then, depending on the indicator) 

the value set as their goal.
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Advanced Queries (3)
EXAMPLE 2)

• Set the arrival rate as a parameter to query and set two target goals: 5% of 

abandon and 80% served within 20 seconds. 

• With arrival rate of 145 customers per hour, we achieve both % Abandon < 

5% and % Answer within 20sec. > 80%. 

• With arrival rate of 146 customers per hour, the constraint of  at least 80% 

served within 20 seconds does not hold.
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What if Analysis
• Tests the sensitivity of the Call Center performance to variations in 

parameter’s value.

• Assume number of agents=200, average handling time 5 minutes and 

2,500 calls per hour.

• Take the basis of average patience to be 8:00 and perform the analysis. 

• Setting → What-if → number of test values and value increments → 

compute
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What if Analysis (2)
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What if Analysis (3)
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