
Tutorial on telephone call centers

Noah Gans
The Wharton School, OPIM Department

University of Pennsylvania
3730 Walnut Street, Suite 500

Philadelphia, PA 19104-6340, USA

Abstract

In this talk, I’ll review the basics of the mechanics of how call cen-
ters function, as well as the hierarchical nature of call-center capacity
management. This hierarchy also provides a useful framework for sort-
ing out the focus and contribution of various elements of call-center
research.
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