
The “Anatomy of Waiting" for Service

Common Experience:

◮ Expected to wait 5 minutes, Required to 10,

◮ Felt like 20, Actually waited 10,

◮ . . . etc.

An attempt at “Modeling the Experience":

1. Time that a customer expects to wait
2. willing to wait ((Im)Patience: τ )

3. required to wait (Offered Wait:V )

4. actually waits (Wq = min(τ,V ))
5. perceives waiting.

Experienced customers ⇒ Expected = Required

“Rational" customers ⇒ Perceived = Actual.

Then left with (τ,V ) .
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Call Center Data: Hazard Rates (Un-Censored)
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