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Evaluate Change in the Serve Structure with Limited Capacity by Indicators
Little, Cost and Customer’s Rejection Probability

A. Goharshenasan Khorasani
Department of Industrial Engineering, Najafabad Branch, Islamic Azad University, Isfahan, Iran

Abstract

Nowaday, any organization that provides services to our clients including task-oriented and process-type
structure. Given that many service organizations tend to optimize their serve parameters; perhaps change the
structure from task-oriented to process-type systems serve as a proposal to increase the customer
satisfaction.This increase leads to productivity improvement, not only in short-term periods but also in long-
term horizons. This paper scrutinizes the two above structures by three assessment criteria (i.e. Little, cost,
and customer’s rejection probability), with regards to the M/Hk/m/k Model in a process-oriented structure
which is limited in service capacity. The results have shown it is right and profitable to change the task-
oriented structure into a process-oriented one, because it ends in personnel’s desirability increase and both
tiredness and despondency decrease.
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