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X1 X2
N 15 15
Normal Parameters®” Mean _ 136.1333 138.0667
Std. Deviation 14.07057 19.35557
Absolute .268 .299
Most Extreme Differences Positive .198 .256
Negative -.268 -.299
Kolmogorov-Smirnov Z 1.038 1.157
Asymp. Sig. (2-tailed) .232 .138
a. Test distribution is Normal.
b. Calculated from data.
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Observation period: 1224000
Warmup period: o]

Number of observations: 40

Simulation method: Separate runs

Description:

Average Standard Deviation Lower bound (95%) Upper bound (95%) Minimum Maximum
avg stay time 452.90 229.13 381.86 523.95 135.70 1186.79
avg stay time 345.65 168.79 293.32 397.99 117.79 770.32
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Observation period: 5049000
Warmup period: 0

Number of observations: 165
Simulation method: Separate runs
Description:

Average Standard Deviation Lower bound (95%) Upper bound (95%) Minimum Maximum
avg stay time 334.44 204.76 303.18 365.70 52.08 964.74
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Observation period: 2142000
Wamup period: 0

Number of observations: 70

Simulation method: Separate runs
Description:

Average Standard Deviation Lower bound (95%) Upper bound (95%) Minimum Maximum
avg stay time 110.90 68.80 94.78 127.03 28.13 477.58
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Improving Service Process in the Bank Using Simulation Approach and Scenario
Planning
(Case Study: Pasargad Bank)
Mohammad Taghi Taghavifard®

1. Associate Professor, Department of Industrial Management, College of Management and Accounting, Allameh Tabataba’i
University

Azita Dadvand?
Mojtaba Aghaei®

Abstract:

Banks are service organizations having close relationship with their customer by providing them financial
services. Since customers are the most valuable sources for any bank, there is no doubt that the profitability of
these financial organizations is highly related to the analysis of issues related to the customer satisfaction. Banks
are constantly paying special attention to service quality as the most important principle of payments. Queue
length and waiting time are two important factors that affect on the customer's perception of service quality.
Among the various useful methods for evaluating and analyzing systems in steady states and also considering
probabilistic date, it is shown that simulation has a high capability in modeling and evaluating such
circumstances. Simulation is a suitable tool for the analysis of any queuing systems. The main aim of this paper
is to simulating service processes of the bank branches and offer scenarios to improve existing processes toward
customer satisfaction. To do this, after the identification of different service processes in the bank, the
bottlenecks are identified and scenarios are offered to overcome these bottlenecks. The results show that
proposed method can highly increase the speed and efficiency of services provided by the bank and achieve
customer satisfaction.

Keywords: Queuing Systems, Simulation, Modeling, Scenario Planning, Bank Branches
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