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working capacity = (B

Number of Staf f*working Hours in a month

the average transactions time
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Workload=

the average number of transactions per month (Y)
Working capacity
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1. Job Demand
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IF THEN ELSE((0 <=Working Pressure:AND:Working ()
Pressure<=0.49), 0.7, IF THEN ELSE((0.49<Working
Pressure:AND:Working Pressure<=1), 1, IF THEN

ELSE((1<=Working Pressure:AND:Working Pressure<=1.21), 0.3

,0)))
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number of transactions per month = transactions of (0)
internal customer + transactions of external customer
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transactions of internal customer= 0.6*(average of transaction (%)
per customer in month*customer number with in month)
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transactions of external customer =0.4*customer number with in (v)
month*2
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The number of total transactions= INTEG(number of transactions
per month) )
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1. The time of next activity factor
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The time of next activity factor= The number of total (V+)
transactions” Learning coefficient for formula
Learning coefficient for formula= LN(Learning factor)/LN(2)
Learning factor = 0.8
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Employees experience= 1 -The time of next activity factor (W)
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Employee efficiency = (effective training*Employee (W)
motivation*Employees experience)
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IF THEN ELSE(random number>=0:AND:random (VW)

number<=822702, 0 ,IF THEN ELSE(random

number>822702: AND:random number<=987243, 1, IF THEN
ELSE(random number>987243: AND:random number<=999584,
2, IF THEN ELSE(random number>999584: AND:random
number<=999995,3,4)))
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Staff stability= Number of Staff
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increase rate of satisfaction = IF THEN ELSE(ekhtelafe hadaf va (V)

sobat>=0:AND:ekhtelafe hadaf va sobat<=0.5, 1-ekhtelafe hadaf
vasobat, 0)
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decrease rate of satisfaction = IF THEN ELSE(ekhtelafe hadaf va (V%)
sobat>0.5:AND:ekhtelafe hadaf va sobat<=1, ekhtelafe hadaf va
sobat, 0)
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average of employee satisfaction= Employee satisfaction/counter (W)
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Quality of Service= 0.42*average of employee satisfaction (VA)
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Customer satisfaction= IF THEN ELSE(Quality of Service>=0.21, (V)
0.29*Quality of Service ,-0.29*Quality of Service )
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customer number with in month = 374+(3413*Customer (¥+)
satisfaction)
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Revenue=the revenue per each transaction*number of (YY)
transactions per month
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1. Training hours

2. Forgot factor

3. Learning factor

4. Number of Staff

5. the aim of durability

6. working Hours in a month
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1 Real-time work

2. Efficiency of systems & network

3. Average of transaction per customer in month
4. The revenue per each transaction

5. Cost
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