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Service Improvement in Social Security Organization via
Simulation

Sanaz Haghighi, Mohsen bagheri

Industrial bachelor student, Sadjad University, Mashhad, Iran,sanazhaghighi336@yahoo.com

Assistant, Group of Industries, Sadjad University, Mashhad, Iran, m_bagheri@sadjad.ac.ir

ABSTRACT

Social Security Organization Branch in Mashhad is an office with huge number of daily customers. The
effectiveness of services and customer sojourn time are major concerns of management in this branch. We
use Discrete Event Simulation to model the current customer flow in this branch and to evaluate different
improvement scenarios. We follow a systematic method to carry out this simulation study. Arena 14.0 and
its components are used to code the model and to construct and assess different scenarios. Different
performance measures like customer wait time, customer transfer time, resource utilizations, and number
of customers in system are estimated in suggested scenarios.

KEYWORDS
Discrete Event Simulation, Social Security Organization, Service Improvement
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'Successful Simulation Study
"Problem Formulation

"Solution Methodology

*System and Simulation Specification
*Model Formulation and Construction
“Verification and Validation
YExperimentation and Analysis
*Presenting and Preserving the Results
*Disseminating the Model




