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Abstract This paper aims to get a needed service by making the best decision of choosing one suitable company
(queue) from K— independent Markovian queues (companies). The customers arrive at each queue according to
a Poisson process. The service time of each customer has an exponential distribution. In a steady-state, the best
decision depends on the minimum cost of detecting the suitable company which provides the best service with
high speed (maximum service rate). To minimize the detection cost and maximize the probability of detection,
we consider the search effort bounded by a Gaussian distribution as a function with a discounted parameter. The
effectiveness of this model appears in a simulation study and the comparison with other models.
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1. Introduction

The companies differ in many respects or distinguishing features such as their mission, goals, strategies,
systems, or business philosophies to achieve their primary goals. There is one thing in common among
these features, which is the recognition that the basis for achieving success, growth, and continuity in the
market depends on the extent of the presence of a customer base and the quality of the relationship it
has with these customers. Providing good customer service is no longer an optional matter but rather a
reality imposed by the nature of conditions and changes in the contemporary business environment. The
success formula is no longer based on innovative promotion, positive trends, distinctive products, or fair
prices. But it is based primarily on providing its services according to its customers’ personal needs and
expectations. The companies are constantly competing to provide excellent service to their customers to
ensure that the desired benefits are achieved. This can be done by providing perfect customer service by
understanding customers and their types. On the other hand, customers seek to obtain the service at the
lowest possible cost and quickly as possible. In addition, one of the most important factors to consider is
the waiting time to get the service. Therefore, the customers aimed to detect the appropriate company
to perform this service.

One of the most important applications of the search theory for the lost targets is to detect the suitable
company among a group of independent companies to provide the service as desired by customers,
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936 DETECTION MODEL WITH A MAXIMUM DISCOUNTED EFFORT REWARD SEARCH

with the maximum detection probability and the minimum cost of detection. Based on the customers’
financial capabilities and previous assumptions, an appropriate decision is taken to select the appropriate
company. [1] presented a distinguished model to detect a suitable company from K-independent companies
with minimum cost and maximum probability. In [1] model, the customers arrive to each company
(M/M/C;/N;,i =1,2,..., K queue) according to a Poisson process with exponential service time. He used
an interesting exponential detection function, which considered in [2, 3] and [4, 5, 6]. [1] solved a difficult
optimization problem under the steady-state situation to get a suitable company with the highest service
rate. The search models for the lost targets vary according to the circumstances in which the searching
process takes place, for example, [7, 8, 9, 10, 11, 12, 13, 14, 15, 16, 17, 18, 19, 20, 21, 22, 23, 24, 25, 26,
27, 28, 29, 30, 31, 32]. The main purpose of these models is to find these targets with minimum cost and
maximum probability.

Improving the level of the service provided increases the turnout of customers to the company. This feature
facilitates the task of making the appropriate decision. One of the most important ways to improve the
service is to use the concept of cooperation between servers, as in [38], where this model contributes to
reducing the rate of congestion. In this regard, some different models were discussed in [39], [40, 41] and
[42]. These models depend on the optimal use of the available resources and how to manage them to
reduce congestion and improve the level of service.

This paper presents a new detection model that can link probability theory, stochastic processes, queuing
theory, searching problems for the lost targets, and operations research. This model helps the customer
make the right and appropriate decision to find the right company in terms of the costs and the waiting
service time. This decision allows the customer to choose the appropriate company among the K-
independent companies. Each company contains a set of independent servers (C' servers). To detect a
suitable company with maximum probability and minimum cost, we include the effort bounded by a
Gaussian distribution as a function with a discount effort parameter. We consider the discount reward
search function at time step ¢ is u(t) = w’, where 0 < @’ < 1 is a known discount parameter, see [5].
More than allowing the system to be more controlled (preserving the company’s profits) to facilitate
the choosing process for the customers, we maximize the discount effort-reward, which minimizes the
detection cost and maximizes the detection probability.

Before end of this section, the nomenclature used in this model is listed. The rest of this paper is organized
as follows: Some fundamental principles used and described in this model are presented in Section 2. The
formulation of the model is presented in Section 3. After solving a complex optimization problem in
Section 4, we use a random generation method to obtain the optimal service rate and cost values in
Section 5; we present a numerical example to get the model’s effectiveness measures. The results and the
conclusion of our work are discussed in the last section.
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Symbol Description

Q; The company number i, i =1,2,..., K.

N; The capacity of @Q;.

Nij The number of the customers in the @; at a time step j,where 0 < n;; < N;,
j=1,2,...,T.

i The @Q; servicing rate at a time step j.

Aij The @; arrival rate at time step j.

P, Steady-state probability when there are n;; in the @; at a time step j.
Steady-state probability when there are no customers in @; at a time step j.
L;; The customers expected number in the @; at time step j.

L The waiting customers expected number to be served in @; at a time step j.
i.e., the service will be presented if it found at least one customer in Q; at a
time step j.

Ls,, = L;j — Ly, The average number of occupied (customers in) service in Q;
at a time step j.
W The smallest expected waiting time in the system at a time step j.
05 The smallest expected waiting time in @; at a time step j.
Ws., The smallest expected time of the service at a time step j.
Zn,, The effort random variable to detect Q; at a time step j.

2. Fundamental Principles

he company (organization) seeks to provide a good service by performing the service under the promises
made by the organization to customers. The customer obtains the same level of service no matter how
circumstances change. In addition, the company should provide accuracy, independence, and familiarity
with the work and perform the service in the right way from the first time. The willingness and constant
desire to provide good service are related to the element of time. Therefore, we found the rate and time
of service changes from one-time interval to another. Accordingly, we take into account the following
fundamental principles to describe Q;, i =1,2,..., K at any time interval j, j =1,2,,...,T.

)

o The arrival process of the consumers depends on the Poisson process with rate A;; > 0, and mean
inter-arrival time 1/\;;.

o At the time step j, the clients’ service times are random variables (independent and identically
distributed), have an exponential distribution with the rate p;; > 0, and mean service time 1/p;;,
0< )\ij < ij-

o Each company Q; applies the principle of First come, first served (FCFS) to the customer service.

o The customer can move freely from the current company to the other (not only to some neighbor
company but any other company on the system).

e The customer should distribute his effort among the companies in order to reduce the searching
cost.
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Figure 1. A random movement of the customers to detect the suitable queue from a set of independent
M/M/C;/N;, i =1,2,..., K queues at time step 7, j =1,2,...,T.

3. Problem Formulation

There are three main rules that move the customers in their dealings with companies or organizations to
obtain the service:

1. The customers needs are the starting point in the distinguished service journey, i.e., what the
customer wants, particularly the challenge because the failure to realize the reality of what the
client needs may lead to serving him in a way that does not achieve his satisfaction. Therefore, he
may decide to switch to another organization that is more capable of diagnosing and satisfying his
needs.

2. The main driver of the purchasing process for any product (good or service) is the benefits, not the
features people usually buy because they have needs they want to satisfy.

3. Expectations are the final selection criterion. The customer’s expectations represent the basis on
which to reach the final judgment on the organization’s ability that owns the product or service to
satisfy his needs and achieve his desires, and then continue with them.

Therefore, the customer continues to search for the best company, organization, or institution to achieve
his desires. Let us have a set of K-independent institutions (systems) that present the same services. The
customer aims to find a suitable company with minimum detection cost to do the needed services. The
main feature which the detected company should satisfy is the high quality of the service performance
speed. This is well done if the company has a suitable number of servers.

Thus, the customer needs to choose an appropriate company (queue) in terms of the service costs from
K-independent queues (M/M/C;/N;, i,=1,2,..., K). Figure 1 shows that each queue or company @; has
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a number of servers C;, and its capacity is IV;. Thus, as in [43], in the steady-state we have the following
system of probabilistic differential-difference equations:

—AijPo,; + pigPr; =0, n; =0, (1)

- (/\” + nijﬂij)Pﬂij + (nij + 1)Pnij+1 + )‘ianijfl =0, 1< ni; < Ci, (2)
= (Nij + Ciptij) Pryy + CittijPoyy11 + AijPayy—1 =0, C; <njj <N, (3)
)‘ijPNifl - ClM’LjPNl = O7 Ni; = Nl (4)

In the steady-state and as in [43], we found the probability of n;; units in the @, at time step j is given
by

(7"1]) JP 0<n1<07
Py, = { T (5)
(C

%Pow Ci <nij <Ny,
where 7;; = 2ij c , and Pp,; is the probability of no customers in the Q; at a time step j, given by
c N;—Ci+1 Ci—1 !
P i Lk’ + 2 Cm (rig)"
0;; = —_—
J (01 — 1)' 1-— Tij iy =0 Tllj'
K T N;
From equation (5) and using the boundary condition Z P, = Z Z Z P,,; = 1, where Z N;,=N
n=0 i=1 j=1n;;=1 =1
K
(the total capacity of the system) and ZC@- = C (the total number of the servers in the system), one

i=1
can get the value of Fy,;,i=1,2,..., K, j =1,2,...,T by solving the equation

K Ci—1 s

S| Ea, z o, | =1 ©)

=1 j:1 nj,jZO T’L”—C

3.1. Detection Model with Maximum Discount Effort Reward Search Under the Quality Control Process

One of the most important criteria for quality control in any organization is a commitment and fulfillment
of customer requirements. Good service contributes to achieving customer satisfaction and improving
financial performance by reducing costs through:

B Low budget for advertising and promotion.
B Reduced administrative expenses because of energy utilization; and
B Low cost of attracting new customers.

Also, good service helps to have more freedom in pricing products and contributes to maintaining
employment. It contributes to achieving customer satisfaction and consequently their continued
interaction with the organization, leading to an increase in its business and the availability of opportunities
for promotion, incentives, and job satisfaction for employees.

The client makes an effort to choose a suitable company. The customer distributes his effort randomly to
inspect all companies and then select one. On the other hand, the customer always seeks to examine all
the institutions that provide the same service in terms of advantages and disadvantages and then choose
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what suits him. Here, we consider the cost function is

H=YY Y 7, g

i=1 j=1n;;=1

where Z,,,. is the amount of cost at time step j =1,2,...,T, and it is bounded by a Gaussian random
variable X such that 0 < L(Z) < X. If the service is done then as in [1], then the probability function of
the customer service cost is given by

K T N;
= ZZ Z ”w 1 nl]’Z'fLij))7 (8)

i=1 j=1 ng,
where 1 —b(1,nj, Z,,;) is the conditional probability function of the detection event for the suitable
company @; which already has n;;, i =1,2,..., K, 7 =1,2,...,T, customers in the service.

In the steady-state and for each @;, the discount reward search function at time step j is wf € (0,1), see
[5]. Here, we need to minimize the searching effort Z,,, and maximize the probability of detection and

the discount reward parameter w’. Therefore, the probability function (8) as a function with discounted
parameter @ takes the form

N;

K T
:ZZ Z JP"W b(l,nij,Zn”)), (9)

i=1 j=1ny=1
and the cost function (7) becomes

N;

Z Z w] Zny- (10)

J=1n4;

Mx

Il
—

3

Since the maximization process of @] and 1 — b(1,n,5, Zy,,) is equivalent to the minimization process

of 1 — w{ and b(1,n4j, Z,,;) (probability of no detection) respectively. Therefore, the probability of not
detecting the suitable company over the whole time j, j = 1,2,...,T is given by

T

K N;
= HZ Z (1 _wg)Pnijb(:l?nij’Znij)’ (11>
ij=1

j=1li=1n

with the search effort,
K T
=22 Z (12)

As in [1], we consider the exponential detection function 1 — e™ Znij . Thus, from the independence principle
of providing service from each queue and by compensation from (5) in (11), we have

T K ‘ C;—1 (Tij)nij P N; (Tij)nij P

= 1—w? 2 Py e “nij — Py e M|, 13
HZ( =) Z ngl T 2 (CymaGio (13)
j=1i=1 n;;=0 ni;=Cj

Competition between companies has led to increased customer awareness and gives the customer the
ability to move from one company to another to get the best services. Therefore, competition between
companies based on diversity in the provision of services or the service prices or the innovation and
renewal has become a complicated process for the company’s management which achieve higher levels of
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profitability. In addition, the concept of quality control of the service provided emerged as a competitive
strategy through which companies can distinguish themselves from the rest of the competitors and thus
achieve their marketing objectives. In our model, we seek to provide the right decision to the client to
choose an appropriate company in terms of the cost and the service time while at the same time preserving
the company’s profits. In this regard, [44, 45, 46, 47, 48, 49, 50] presented different models to determine
the quality control for many queueing systems. They discussed the development of some mathematical
models to determine the optimum quality control policy of the service process provided to each customer.

4. Optimal Decision with Maximum Discount Effort Reward

The optimal decision depends on the minimum probability of not detection (equivalent to the maximum

probability of detection), search effort Z,,,, and the minimum value of 1 — @] (equivalent to the maximum

?

discounted effort-reward). In addition, the optimal decision should consider the minimum value r;; = uiéﬂ
which depends on the maximum value of the servicing cost j;; of Q; at time step j. From the convexity
of W(Z) and let R¥ be a feasible set of constrained decisions, then we have the following optimization

problem P1:

= I N (1) z al (1) z
. v — j —Zny; —Zn;
P1: mlnrij’zn’ij’ng(Z) = I I (1—ay) E TPO“_e i+ g mPoije i |,
j=1i=1 ni=0 ny=Ci * " ‘

N K T N;
S P=Y 3> Pu,=1, Zy, >0, 0<r; <1,
n=0 i=1 j=1n;;=1

wl €(0,1), andi=1,2,....K, j=1,2,...,T.
Let P(L(Z) < X) < B, B €][0,1], where L(Z) < X has a Gaussian distribution. Thus, one can obtain
L(Z)- E(X) < X — E(X)
v Var(X) — y/Var(X)

has a standard normal distribution, then one can get the constraint ® (L(Z)_E(X)) <®(T,), at &(T,) =

v/ Var(x)
B. Consequently, the constraint L(Z) — E(X) < T,/ Var(X) satisfied, and P1 becomes

) < S (from central limit theorem). Since I'y, = fracX — E(X),/Var(X)

V- T3 S e S

R 1 _ ij Zn, i s

P2: min, . 7 o (Z) = (1-w) o Py, e “mid + AR T Po, e
j=1i=1 n;;=0 v ni;=Cj

@l ~1<0, 755 —1<0, —Z,, <0,andi=12,....K, j=12....T
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Hence, the necessary Kuhn-Tucker conditions are,

W(Z)  ~~,, Ofi i
3Zn” + :ZﬂUlEf(r117Znijvwi) - 0;

ow(2) + Z Uiz 8flE (Tijs Zniy s wf) =0,

87“Z'j - = a'rzg
- 5

oW (2) U Ofiz (rij Znyy o)) = 0,
ow! = 0wl

Ofiz(rijs Znijs w!) <0, Uizafiz(rij,zmj,wf) =0, Uz > 0.
This leads to

C;—1
o \ (T'ZU) D —Zn
(@] — 1) ( E . —— o, e + E : nm—c Cz,!POwe i

Nio=0 nie=C;
e j & (Tu) 7 (sz)nij —Z o
AL == | > = 5P Z Corg Poue 0 |+ Unil1 = @7) ~ Vs =0,
j=11i=1 ni,j—o TL”—C
Jj#o
(14)
r n?(‘f O n; (7«. )"ia_lpo Ci—1 r )"ia 1
g zo' i wo\!i0 io Uo -1 w0 P nio
22( (o =Dl (Coymio GGy )+ cHE D D Gyt
o~ Mia(rig)"o ! e VS ), g g ()™ 2
wo\l'io Zn,, . 7, ~Zn,,; 7, ~Zn,;
Z:C (AR g;(l = Z_O gl J+n;_ Coporg e
v jsﬁo Y v
(15)
C;—1 N,
— (Tig)™7 e - (rig)"™ 7,
_ ( Z nio_! Pome ioc Z (Ci)nw—cvai!PO"'”e io
Nio=0 nie=C};
TS 1wy | S )™z N ()™ 2
e L —Zng; 2 g | =
8 _H_Z(l @) Z nij! Fojemo + Z (Ci)nif_CiCi!POije Uo1(Zniz) + Uos =0,
j:l =1 Nij= n,ij:Ci
jto
(16)
K T N;
Ut DY (1 =@0)Zp, — E(X) - T, Var(X)] =0, (17)
i=1 o=1n;o=
K T [Ci—1 (rio
o ol e et ] T N
i=1 0=1 [n;-=0 nie=C;
UU3[_Z7L1:U] =0, (19)
U04[Tia - 1] = 0> (20)
Upslw? — 1] = 0. (21)
When the detection process starts, we have Z,, >0 (for each @Q;, i=1,2,...,K at time step o,
oc=1,2,...,T), then in (19) we have U,3 = 0. Logically, the company continues to provide the service
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when its service rate is greater than the arrival rate (i.e., Ay < ). Consequently, r;, should
be greater than zero and less than one for each Q;, i=1,2,...,K at any time o, 0 =1,2,...,T.
From (20) one can find U,4s must be equal zero. When the detection process starts, we have

ZZ Z (1—-w!)Zy,, — E(X)—T,y/Var(X) <0, then from (17) we conclude that U,y # 0. Also,

i=1 0=1n,;,=0

w{ > 0 this leads to U,5 = 0. Throughout the service and the detection processes, the probability condition

K T [Ci—-1 .
LZO (rio)" Py, + nz_c CZ)ZZ aci +Po,, | > 0 should be satisfied, thus from (18) we have

Uyo = 0. Consequently, from (14) and (16) we get:

o —1 o ('I"w-) —Zn, Tza —Zn,
(Zn;, + @] — 1) l(wi —-2) ( Z ———P,, e “ric + Z e —CiCy] 'P e w)

nie=0 nlafc
T K G (Yo . (35" (22)
xHZ(l—w{) Z Py, e Inij 4 Z L 1P, e Zris || = Us,
J=1 i ni;=0 7’7/1] niy=Ci C) ij iC
j#o
from equation (15)
Ci—1 N;
\ (Tw) i1 Z - nw(rw) i1 z
o 1 Mg Mo
= )<n ~ (ni — D)1 "° +nz::c,(c o Oyl in
T K c,—1 e (23)
(rij) Z,, (rig)™ Zoy | _
31_112 n.Z_o n;! Foje ™o+ Zc (Cyru—CiC Foe "M =0
i1 i i5=Cs
from equation (22) into equation (17), we have
C;—1 N; .
o —1 o (riU)nw —~Zn, (Tio)nw —Zn.
(Zn,, +wf —1) l(wi -2) ( Z . Py, e “rio + Z Wpowe io
Nie=0 Nnie=C;
TS | S0 S )
XHZu—wZ) > . Poje?mi 4 Y © )n”_QC'Po”e y (24)
]'7:&1 i=1 n;;=0 ni;=Cj
JFOo

K T N;
x lzz > (1= @) Zn, — E(X) - Tpy/Var(X)

i=1 o0=1n;,=0

By incorporating equations (23) and (24), we have

)t e
7 _1 Py, e i TPy, e Prio
(w? —1) Z (g — 1)1 1 0ir + Z (Cy)rie—Ciy1 " O

Ci—1 _ v
o 1| (o (rig)™ —Zn. (rig)"ie —Z,
+(Zn,, + @] — 1) [(wi -2) < Z_ ﬁpowe o + Z ‘WPMG io

<IN (1= @) 2, — E(X) = Tpy/Var(X)
i=1 c=1n;,=0
103 ) S )
<12 == iU D i con e 7L T Bkl
j=11=1 nij=0 ni=C; '
it
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Table 1. The optimal values ug, (wg)*, Z5,, Fj,, and P(*na)a

o No ng A & 1o (wg)" Zn, i, Plig)e

2 11 6 4.780291372 0.01481011141 4.880291372  0.843 0.036 0.3821677061 0.4866848476
4 19 11 6.834132513  0.3962100023 6.934132513  0.129 0.0189 0.3799917987 0.4792122844

Customer expectations represent the basis on which to reach the final judgment on the ability of the
service provider to satisfy his needs and achieve his desires, and then continue with them. Therefore,
during the searching process and at time step o, 0 =1,2,...,T), it is expected that a suitable company
will be detected. At this moment, the following formula,

T K . Ci—1 (Tij)mj 7 Ni (,r,ij)m‘j Z
J —Zn;; —Zngj
D= | Y SR Tt Y (C-)nij_ciC-IPOije Y (26)
j=1 i=1 ni; =0 Mij: ni;=C; ! v
Jj#o

not exists. Consequently, (25) will become,
C;—1 N,
- — (rig)" ! —Z, N Nig (Tig) ™o ! e
(wy —1) ( > ey P 3 o e e

Tig) "7 — Tig) 7 —
+(Zny + @ =171 l(wf -2) < > %Powe Prie 4y (C,()%)chpowe Z"’“’) (27)

(2
Nie=0 Nnie=0C}

T N;
X [ZZ Z (1 -w?)Z,,, —E(X)-T, Var(X)H =0.

For each Q;, i =1,2,..., K and at time step o, 0 = 1,2,...,T), we let the values of C, and N, be known
such that C, < N,. We use Maple 13 to solve (23) and (24). We can use the random generation method to
get the optimal Z;; , r;_, and (ww{)* (minimum values). The minimum value of r;, will give the maximum
value of . This maximum service rate will reduce the crowding and hence accelerate the service. These
optimal measures contribute to considering the suitable company under the quality control process.

5. An Application with Optimal Measures for a Detected Company

There is an optimal standard, which the client seeks to find in the required company to achieve his services
at reasonable costs. The institution aims to provide a distinguished service to fulfill the customerj™s
desires. The failure to accomplish this will lead to a failure to achieve customer satisfaction with the
service. For this reason, he decides to switch to another institution that is better in its ability to diagnose
and satisfy his needs. There is an optimal standard, which the client seeks to find in the required company
to achieve his services at reasonable costs. To achieve these criteria, it is necessary to find the optimal
values Z , ui., and (wy)*. These values can be found by solving (27). We consider the values of A,

nis, Ci, and N; are generated randomly by using Maple 13 as in Table 1. Also, we consider the optimal
N;

K T

values & = ZZ Z (1—-w!)Z,, — E(X)—T,+/Var(X), which have been obtained in [1] (values
i=1o0=1 Nioc =0

without discount effort-reward). Using these values in (27), one can get the maximum probability of
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Figure 2. 3D plot of equation (27).

n;, customers in the company @;, which have several service channels C; =4 at time step o, o = 2&4
see Table 1. The plotting 3D of (27) (Figure 2), presents the relationship between (w?)*, and Z;;  for
different capacities N, when o = 2& 4, where all peaks of the cones give the needed optimal values
which satisfied (27). By using Maple 13, we can obtain an equation of (wg)*, and Z; that present the
needed optimal solution, see Figure 3. In addition, one can obtain the maximum value p} for all N,,

o = 2& 4 after getting the minimum value Z;;  where 0 < A\, < p1,. These optimal values will be used in
—1

Ci 1—pNi=Citt T o (14z)™ . . e
P, = | ey i + Z Tl and (5) to give the maximum probabilities Py , and
’ﬂij:O

P(*ng)a, respectively, for the appropriate company at time step o = 2 & 4, see Table 1.

Now, from (13) one can obtain the probability of not detection W(Z) =0.01186284413. Thus, the
maximum value of detecting the suitable company is W*(Z) = 1 — W(Z) = 0.9881371559.

Depending on the optimal values Z7, , u; and (wwg)* that are obtained at time step o = 2& 4, it is
easy to get the optimal expected value of the customer’s number, the minimum expected waiting time

and the minimum expected service time for the appropriate company, see [1].

6. Conclusion and Future Work
A new mathematical model has been presented. This model helps the customers to take a good decision
with minimum cost to choose an appropriate company from K independent queues (M/M/C;/N;,i =

1,2,..., K, where each one of them has a Poisson arrival process and exponential service time. The
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Figure 3. The optimal values (wg)*, and Z;,_ for different values of No.

customers jump between these queues according to the Markov process. We get a complex discrete
stochastic optimization problem using the maximum discount effort-reward function and the exponential
detection function in the steady-state. Applying the Kuhn-Tucker conditions to solve this problem, we get
the minimum detection effort, maximum service rate, and maximum discount effort-reward. We consider
the searching attempt to be a random variable bounded by a known Gaussian distribution. The optimal
which obtained are used to get the optimal performance measures of a suitable company. An illustrative
example has been presented to show the effectiveness of this model.

For

more optimization of this model, one can study it under the fuzziness of the discount effort-reward

parameter as future work. Also, a novel detection algorithm for this model can be constructed after
obtaining the probability of n customers in the system under the transient solution.
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