Journal of Contemporary Business and Economic Studies Vol.(4) No.(2) (2021)

— s AN g g el gl el : Alls A

Measuring the quality of banking services using the
gueuing theory case study — BNA tiaret-

2‘_,19 Agbc’l.\mg.i.)ﬁ

Mohamed.cherif@univ-tiaret.dz : s N a (L jal) @bt o aald o) daals !

ali.abed@univ-tiaret.dz : AN & (3 jad) s geald o) dadl— o 2

2021/07/20 : i) gy s 2021/05/17 :J sl f s 2021/04/27 : D) g s

tuadld)
EREEN u;m:;.\s J\_)SS\ ) A;J .J.GL.ug ‘;AS C.G_xs JU:.\E.N\ ja}la; C.J\A.: é.x.xlaf: é;‘ 3\.;»\).\3\ PRV h_mgq
el I sl it 8 AR o3 sl 3 mcls S 50 ad) ikl elull 2S00 el
A DA e il 2 235l ol ) Gulie Al o3 cos il clasn Ul ol siasal

Laadll S e o sl oae waaty () a ) sll Aeadd) ool Jaeas cosul g Jsay isal dpaly )l

bl el o ) Al Al il Ll el e eliyy LQM for windowsgal y lasiuly

Aeisalhy 50 sl (5 el Cunind W 4ilead g e Danll b dadd adhy ¥ - s AS 5 — (500 5ad)
Al o1 Jare (Jgea ol Jaxe colaY) Gunlie ¢ Uanl] G sion cdaeS culld dalidal) cilals)

Abstract:

This study aims to apply waiting lines models as a quantitative approach that helps in
decision-making to improve the quality of banking services for the National Bank of
Algeria -Tiaret Agency -. This method helps to improve the service to the highest levels
for those seeking bank services. This study defined the performance metrics for the
proposed model for the bank, through the mathematical trilogy of the Poisson reach index,
service performance rate for exponential distribution, and determine the number of service
channels or centers using QM for windows v5 program. Accordingly, the results of the
practical study indicated that the National Bank of Algeria - Tiaret Agency - does not
provide good service to customers and its services do not respond to the level of quality
they demand.

Keywords: Quantitative methods, Queuing, Performance measures, The access rate, The
service performance rate.
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Cost analysis Time unit (arrival, service rate)
@ Mo costs

Use Costs Minutes d

P Vo [P O [P

Parameter WValue

MIMYs

Arrival rate(lambda) 0.96
Service rate(mu) 0.40
Number of servers 3

QM for windows V5 zali s aladiuls ofialll dae) e 1 jradl
2 Galall

z3salll elal Gaplia 103 a8 Jsaal

Minutes

Sl A, 5,0 el pske o)l Sl -dlla Gl > Solution

Parameter Value Parameter value  Seconds Sepon®

MIM/s I Average server utilization 8

Arrival rate(lambda) .96 _ Average number in the queue(Lq) 2,59

Service rate(mu) A I ~verage number in the system(L) 4,99

Number of servers 3 I ~Average time in the queue(wa) 2.7 161.8 9707.86
B - crage time in the system(W) 52 311.8 | 18707.86
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