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Gans, Koole, and M.: “Telephone Call Centers:  Tutorial, Review 
and Research Prospects.” MSOM.  

 
Brown, Gans, M., Sakov, Shen, Zeltyn, Zhao: "Statistical Analysis 
of a Telephone Call Center: A Queueing-Science Perspective."  
Submitted. 
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Queues with Abandonment and Retrials", ITC-16, 1999.   

 
2. M., Massey, Reiman, Rider and Stolyar: "Waiting Time 
Asymptotics for Time Varying Multiserver Queues with  
Abandonment and Retrials", Allerton Conference, 1999.  
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Contents 

1. Predictable Queues in Practice 

2. QED Staffing: Infinite-Server heuristics – see Jennings et al 

3. A time-varying queue with abandonment and retrials 

4. Strong Approximations / Models:  

Fluid – for "average" behavior  

Diffusion – for confidence bands (intervals) 

5. Calculating the drift: Scalable Lipschitz Derivatives  

. 
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     QED Staffing: State of Art  (8/2003) 
 

1.  GI/M/N  N ≈ R + Rβ ,   β  > 0 

- Conceptual:      Erlang; Halfin-Whitt  

-  Dimensioning:  Borst, Reiman 

2.   Abandonment   (Erlang-A, with   ∞<<∞− β ) 

- Conceptual:   Garnett, Reiman; Zeltyn; Whitt 

- Dimensioning:  (Borst, Reiman, Zeltyn) in progress  

3.   Time-Varying     (Non-homogenous Poisson arrivals) 

- Infinite-server heuristics: Jennings, Massey, Whitt 

- Conceptual: (Massey, Rider) in progress 

- Dimensioning: ? 

4.    Skills-Based Routing:  

         -  Conceptual: Atar, Reiman; Gurvich (V-Model) 

-  Dimensioning: Borst, Seri (General); Gurvich (V); 

           Armony (Reversed-V); 

5. Service-Time Duration:    

- Conceptual: Whitt H2*/G; Jelenkovic, Momcilovic D 
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Time-Varying Queues: Predictable Variability 

 

Arrivals 
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       Matching Supply and Demand (Wharton) 
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             Staffing Matters (on Fridays, 7:00 am) 
 

 

 


