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17

18 | Buffer(s) Line Objects leaving 45.45 32 36 30 42
19 Final inventory 99,72 99 100 100 100
20 Minimum inventory 0.00 0 0 0 0
21 Maximum inventory 10:0.00 100 100 100 100
2 Mean inventory 74,82 T4.08 71.96 6756 73.63
23 Mean cycle time 180.53] 17086 238387 18215 21037
24
25 cpapisa ofL 3 Objects leaving 0.00 0 0 0 0
26 Final inventory 44 45 51 35 45 41
27 Minimum inventory 0.00 0 0 0 0
28 Maximum inventory 44 45 51 35 49 41
20 WMean inventory 2180 25.00 16.97 2465 2094
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2 Element Element Statistics Overall | Simulation Numbers

4 |types names Means 1 2 3 4

5

& | Entrance(s) dsdl Objects entering process 188.33) 185 183 184 200

T Objects unable to enter 53.78 40 33 [=2:] EE

B Service level 0.78 0.83 0.85 0.73 0.82

9

10 |Work Station{s) ‘sl o 2has Final status MNA Working Working Working Working '
11 Final inventory {int. buff.) 0.00 0 a a 0
1z Mean inventory (int. buff.) posl] o000 000 0 000 0.00
13 Mean cycle time {int. buff. 0.00 .00 0.00 0.00 .00
14 Weork cycles started 45,13 51 47 43 B0
15 Fraction time working .99 0.938 1.00 1.00 1.00
18 Fraction time blodked 0.00 0.00 0.00 0.00 0.00
17

18 ¥ puall o Zhaa Final status MNA Working Waorking Working Working '
19 Final inventory {int. buff.) 0.00 i a a 0
20 Mean inventory {int. buff.} 0.00 0.00 0.00 0.00 0.00
21 Mean oycle time {int. buff. 0.00 0.00 0.00 0.00 0.00
22 Work cycles started 44 T2 a2 45 41 B0
23 Fractiocn time working 0.99 0.99 1.00 0.99 0.28
24 Fracticn time blodked 0.00 0.00 0.00 0.00 .00
oy

28 | Buffer|s) Line Objects leaving EB.EBE = 1] 93 B4 100
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31 Mean cycle time BE.8E] 8241 ¥5.70 10245 T2.32
32

33 apagria g Objedts leaving 0.00 a a a 0
34 Final inventory BT.85 93 91 B2 98
35 Minimum inventony 0.00 0 a a 0
38 Maximum inventory BET.B5 93 21 B2 B8
a7 Mean inventory 43.32] 4538 4502 3BE2 BO.OD
38 Mean cycle time Infinite] Infinite Infinite Infinite Infinite
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The Effect of Waiting Lines Analysis in Improving services®

Performance

Abstract

In administration service organisations, decision-makers seek to reduce
the customers' waiting time to ensure the beneficiaries' satisfaction
without leaving before having the acquired service and encourage them to
return to use the provided services. Due to their accuracy, objectivity, and
ability to model and simplify complex problems, quantitative methods
and operational research are scientific methods that help decision-makers
make decisions. Perhaps the problem of waiting lines is one of the most

prominent issues facing the administration service organisations.

This study sheds light on this problem and applies the theory of Waiting
Lines — which are formed in front of service-providing stations — and
investigates the causes lead to the continuous formation of these lines,
which increases the suffering of the beneficiaries and develop the
appropriate solutions to reduce the waiting times for these stations.

This research was conducted in the Social Protection Authority, one of
the Ministry of Labour and Social Affairs bodies in Baghdad
Governorate. Two variables were considered in this study, namely,
‘waiting lines analysis' and 'improving service performance'. To analyse
the collected data and simulate the waiting line of the searched station,
Sim Quick statistical program was implemented.

A set of conclusions was identified, most notably was the failure to use

waiting line models for decision-making in the Social Protection



Authority due to the lack of specialists in the field of quantitative
methods at the agency level, and the lack of the administration's
awareness of the importance of these methods and how to implement
them. Finally, this research recommends bringing the attention of the
Social Protection Authority's administration to the importance of using
quantitative methods, especially technology of ‘waiting lines' at the
institutional level of the agency to lead the service time in accordance
with the appropriate time of the beneficiaries.

Keywords: Waiting Lines, Improving Service Performance, Quality
of Services.
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