eMard) gl (! 3lSlaa Glyu'
b s al) blad 4

Akl G G AA

Caliiaal)

Lpand) La Sl aay (liba 8 daledl claiiall (e Basl s o ASLOU 5 ASLA) LAY
il A dagall Ao sl leladinl) e Baal g Canual dgaiill

YLD daddiall A s SV 3 3ea) e s slall Cailedl ol Jsanall Cailed) o JUaal Calgl)
Allal) ANE (&l gelly ¢ AdA aunly A8 s peall diaradidl Cllaaall (e ASWE aadis ) g Alin)
¢ s S aull ¢ 3ualll duall Bl Jie ddla) Gl e el ac s o (S

el 5 gl Jlind 5 Jua Y Basaiall il ¢ iyl ASuds Juady)

Gl Fiasy Baldll Jglaadl anii Gyph e elldy Lbse aodl Lali o 585 4 ol oda
el )l 5 siae el I Jsagl dal e a¥ o0 (DA denall QoK gl 5 il

@&L\}u @1\.\\ Lm‘;;m\d A2l (Y @AJJ\ 2ast o A all sl (e ,_uu.a:).“ aagl)
Mﬁaﬂu&gud@l\\.\h . c«MJMY\U_\é}d:\E:\‘;‘Lh\Jﬂ\a&‘}S_)‘Edyjce\'~\~ (,Lg;
34 A (sl siall (el \aw\@juu\qﬁd\@d&YMM\ymd)@w

celazll 4004l (—J gl

O pYerd plaltan dine (phuli g 9) A ) Alkatall dpad ) g Al e UL s 4
L) S AsT AU 3y 5k

O a8 ala slSladl) 3aa . all Ak slSlae Jas 23 V) SIA U3 by alasiuly
a O Clapdd) Bies dae 5 dabiall CalSA) (e 230 il paatl ol Al Coda 5l e Gioh
el ) ) sl Y Jseasl) ol e ol sall 55 DA

Oalalad) eSlaall Jleal¥) a2l ¢ daxall €5 Ja g « SN 2ae Jaugia & 4 slhadl)l UL

BTN I DA 8 aed e T ghiany ol 5ol oSlaall Jlaay) saall ¢ 4ed e
BSlaall (e Al y &l el JiaY) padll sale 8 of LiSay il e s2c 31SLal)



A SIMULATION MODEL TO IMPROVE
CUSTOMER SATISFACTION IN
MOBILY SALES POINTS

Khaled Hasan Binibrahim

ABSTRACT

The telecommunication is one of the important service products in our life, with the new
technology and development; the communication became one of the daily and important uses
in the life. The mobile became one of the person daily life uses.

The mobile phone or mobile, also called a wireless, cellular phone, cell phone, or cell, is a
long-range, portable electronic device used for mobile communication that uses a network of
specialized base stations known as cell sites. In addition to the standard voice function of a
telephone, current mobile phones can support many additional services such as SMS for text
messaging, email, packet switching for access to the Internet, and MMS for sending and
receiving photos and video.

This study focuses on Mobily sales points; it is devoted for predicting and economically
scheduling the needed numbers of sales executives evaluate the total time in system during
the year 2009 in order to reach the highest customer satisfaction.

The main goal of the study is to come up with the best situation for the customers flow
process in the Mobily sales points in the year 2010. This study will concern on decreasing the
customers waiting time. This goal can be achieved by determining the optimum number of
opened stations (number of sales executives per shift).

The data was collected from a sales point in western region, Palestine branch in Jeddah for
2009. All the data was taken from the Qmatic system (automated ticket taken machine) there.
The simulation of the sales point done by using the Qmatic system data. The simulation is
ready for any sales point (manager or supervisor) to determine the best number of open
workstations (number of sales executives) per shift in order to reach the maximum customers
satisfaction.

The required data are the average number of ticket taken, the average service time, the total
number of customers served, the total number of customers not show & the number of
recourses for 2009. After run the simulation many times, we can decide the best scenario
depends on the results of the simulation reports.
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