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in Call Centers
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a great concern of leaders and managers. They try to

understand the factors affecting performance and reorganize their team on the basis of their experience and
intuition. Recent progress in wearable sensor technologies has opened up new ways of measuring our physical
behaviors. Particularly attractive is the ability of such sensors to capture data quantifying body movement
and face-to-face communication. In this study, we explored possible factors affecting performance in call
centers by using a wearable sensor, a “sociometric badge.” We found that the activity level, i.e., liveliness,
while working does not correlate with team performance whereas that while resting does. We also found that
improving face-to-face communication leads to increased activity levels and to better team performance. Our
results demonstrate that team performance can be improved by managing workplace activity levels.
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Fig. 1 Sociometric badge (a) and IR beacon (b).
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Fig. 2 Individual experience and skill vs. performance.
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Fig. 7 Face-to-face network.
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Table 1 Correlation between face-to-face network structural

indices and activity level while resting.

R OGS
=)t ¥ A -Vt % B
0.374 (p < 0.05) | 0.404 (p < 0.03)
0.363 (p < 0.06) | 0.361 (p < 0.06)

¥ REL
7 I AY) IR

RO FAY ) Y TRHIE ) — FD Y5 AY ) v TRE
OF¥EE UCEHE &N, TM 1A% & ORI %5 0 H
32 —2a s fToTVAPERMTL, £ 1 IR
TEHE, AEHRRLRTHLL00D, 75251 ¥ 7k
Bl HZ L OWRE T OIEFEE I SHBEEICH 5.
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Fig. 8 Results of introducing break rule.
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Fig. 9 Performance prediction by regression analysis.
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