Service Engineering Winter 2014
Homework No. 2: Capacity Analysis. Little’s Law.

Submit questions: 1,2,8,10 and 11.

1. Consider an operation that processes two types of jobs, called type A and type B, and has
only two processing resources—you may think of these as operators. The input rates, routing,
and average processing times for the two job types are shown in the figure below.
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(a) What is the average utilization of the two processing resources?

(b) Assume that type B jobs arrived at a rate of one every 3.5 hours. What is the average
utilization of resource 1 and resource 2 in this case?
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The figure above describes a model known as the N-Model. There are two types of customers,
1 and 2, with average arrival rates 1.138 and 0.32 customers per minute respectively. There are
two servers for which the average service rates are: 1 customer per minute for server number one,
1 customer per minute for server number 2, when serving type 2 customers, and 0.5 customers
per minute when serving type 1 customers.

The following scenario could be modeled by the above:
Think of server 2 as a multi-skilled server, capable of serving both types of customers, whereas
server 1 specializes in service of type 1 customers, serving them more efficiently than server 2.

Answer the following questions:

(a) What is the least amount of help that server 1 has to give to server 2 in order to
ensure stability of the system 7 i.e. what fraction (%) of the type 1 customers must be
served by server number 1 ?

(b) Suggest a policy that achieves this goal, i.e. a policy that would guarantee that server 1
gives the necessary help to server 2.

(c) Suppose that type 2 customers are VIP’s and type 1 are regulars. What would be a
reasonable policy for operating the above system ?



Remark: (c) is much harder to answer when customers of type 1 are the VIP’s. To see that,
consider the following static priority policy: Server 2 serves type 1 customers as long as there
are type 1 customers waiting and server 1 is busy. It can be seen in the graph below that with

the same system parameters, and under the mentioned reasonable policy, the queue of type 2
would explode:
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Littles’s Law: L = AW

3. A mad scientist has been studying the passage of insects through a certain cubic meter of
air in central Minnesota, using automated instruments to continuously monitor insect positions.
Her measurements show that, during the calendar year 1990, insects crossed the boundary of
the “invisible cube” at an overall rate of 0.061 per hour, either going in or going out, and
that the average number of insects in the cube was 0.0082. What was the average duration of
an insect visit to the cube during 19907

4. Goldie’s Restaurant remains open 24 hours per day, 365 days per year. The total number of
customers served in the restaurant during 1990 was 12% greater than the total for 1989. In each
year, the number of customers in the restaurant was recorded at a large number of randomly
selected times, and the average of those numbers in 1990 was 16% greater than the average in
1989. By how much did the average duration of a customer visit to the restaurant increase or
decrease?

5. Consider a service system providing service to two types of customers. Type I customers
spend, on average, Wi units of time in the system and Type II customers spend an average time
Ws. One is interested in calculating the average waiting time W of the whole population in the
following two scenarios:

5.1 We are given (either by experience or through measurements) the quantities pi, ps where

p1 = % y D2 = )‘7\2 are the proportions of customers of the two types within in-flow

(A= A1 + A2, A\; = in-flow rate of type ). Express W in terms of p; and Wj.

5.2 The quantities p1,ps are given, where p; = % , P2 = % are proportions in the system
population. (L = Ly + L, L; = average number in system of type i.) Express W in terms
of p; and W;.

6. It is known that 100 candidates on average pass the annual qualification exam for accountants
in Israel. An accountant works for 20 years on average (until retirement or professional change).
How many accountants will be employed in Israel in 20507 Briefly formulate the assumptions
that are used in your solution.



7. Assume that K judges work in Haifa’s Labor court of law. The following data was collected
for every judge:

7.1 Number of pending cases that await decision of judge j (1 < j < K) at the end of the
month:
L17j7 LQJ‘, L3’j, ey L127j, where
L; ; = number of back-logged cases of judge j at the end of month 7,7 =1,...,12.

7.2 Number of cases that judge j (1 < j < K) resolved during the months:
Alj, A2j, A3j,...,A12,j, Where
Ai,j = number of cases, resolved by judge j during month 4,7 =1,...,12.

The head-judge would like to estimate the sojourn time of a case in the court, per judge and
overall. How can he use the above data without additional measurements? Explain your method
and outline restrictions. %

8. It was mentioned during lecture that many organizations collect only counting data (“How
many events took place?”) without time data (“How long were the durations of those events?”).
We illustrate the importance of collecting time data by the article that describes the treatment
of cases in the Israel Military Court, enclosed of the following page.

8.1 The objective of the research described in the article is strictly operational: developing a
model that will reflect, as good as possible, the workload on judges in Military Court. The
judges in Military Court handle several types of cases: disorderly conduct (HAFAROT
SEDER) cases , criminal (PLILIM) cases, traffic (TA’AVORA) cases and more. The
research conductors claim that a judge workload can not be quantified based only on the
amount of files he handles. Do you agree with this claim? Justify your answer.

8.2 Handling of the case can be divided into 3 consecutive phases:

e Pre hearing study and preparation.

e Hearing - Hearing the parties‘ pleadings and evidences and managing the deliberations
in the court.

e Writing - Writing the judge’s decision in the system.

We shall concentrate in the Hearing phase. The following table displays the average hearing
time and standard deviation of diverse cases types.

Remark: the term ”"panel cases” (TIKEY HERKEV) in the table means the case was
heard by three judges. Except for these cases, all other hearings are held by a sole judge.
In 2010, 1000 disorderly conduct cases and 500 panel cases were opened in a specific Court.
In 2011, at the same Court, 1500 disorderly conduct cases and only 400 panel cases were
opened. What will be the increase/decrease of work load arising from managing the Court
hearings? Write your calculations.
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Case Type Average Hearing Time (minutes) Standard Deviation
Panel Cases (TIKEY HERKEV) 189.2 (This result should be 175.32
multiplied by the number of
judges in the panel).

Destructive Activity (PACHA) 60.12 47.94
Criminal Cases (PLILIM) 46.096 43.7
Disorderly Conduct (HAFAROT 29.34 24.55
SEDER)

Traffic (TA’AVORA) 18.8 6.7
Illegal Immigrants (SHABACH) 45.31 13.37
Custody Cases (MA’ATZARIM) 18.17 13.19

8.3 During January 2012, 30 hostile destructive activity (PACHA) cases were opened and 25
such cases were closed in a specific court. In the end of the month there were 75 such
cases currently opened in the same court. Out of the total time a case is opened, what is
the percentage of time that is dedicated for hearing the case?

Remark: the duration, in hours, in which a case is considered to be in court, will be
calculated only by standard working hours in a month - 20 working days, 8 working hours
a day, a total of 160 working hours a month



Problems 9-11 are adapted from Managing Business Process Flows, by R.Anupindi, S.Chopra,
S.Deshmukh, J.Van Mieghem, E.Zemel. Prentice Hall, 1999.

9. A hospital emergency room (ER) is currently organized so that all patients register through
an initial check-in process. At his or her turn, each patient is seen by a doctor and then exits
the process, either with a prescription or with admission to the hospital. Currently, 50 people
per hour arrive at the ER, 10% of whom are admitted to the hospital. On average, 30 people
are waiting to be registered and 40 are registered and waiting to see a doctor. The registration
process takes, on average, 2 minutes per patient. Among patients who receive prescriptions,
average time spent with a doctor is 5 minutes. Among those admitted to the hospital, average
time is 30 minutes. On average, how long does a patient stay in the ER? On average, how many
patients are being examined by doctors? On average, how many patients are in the ER?

10. A triage system has been proposed for the ER described in Problem 9. As mentioned, 50
patients per hour arrive at the ER. Under the proposed triage plan, patients who are entering
will be registered as before. They will then be quickly examined by a nurse practitioner who
will classify them as Simple Prescriptions or Potential Admits. While Simple Prescriptions will
move on to an area staffed for regular care, Potential Admits will be taken to the emergency
area. Planners anticipate that initial examination by a triage nurse will take 3 minutes. They
expect that, on average, 20 patients will be waiting to register and 5 will be waiting to be seen
by a triage nurse. Recall that registration takes an average of 2 minutes per patient. Planners
expect the Simple Prescription area to have, on average, 15 patients waiting to be seen. As
before, once a patient’s turn comes, each will take 5 minutes of a doctor’s time. The hospital
anticipates that, on average, the emergency area will have only 1 patient waiting to be seen. As
before, once that patient’s turn comes, he or she will take 30 minutes of a doctor’s time. Assume
that, as before, 90% of all patients are Simple Prescriptions. Assume, too, that triage nurses
are 100% accurate in their classifications. Under the proposed plan, how long, on average, will
a patient stay in the ER? On average, how long will a Potential Admit stay in the ER? On
average, how many patients will be in the ER? What is the least number of nurses needed to
accommodate the load?

11. Refer again to Problems 9 and 10. Once the triage system is put in place, it performs
quite close to expectations. All data conform to planners’ expectations except for one set—the
classifications made by the nurse practitioner. Assume that the triage nurse has been sending
91% of all patients to the Simple Prescription area when in fact only 90% should have been
so classified. The remaining 1% are discovered when transferred to the emergency area by a
doctor. As a result, 19 patients, on average, are waiting in the Simple Prescription area (versus
15 patients in Problem 11). Assume that wrongly classified patients spend, on average, 10
minutes at their first doctor (Simple Prescriptions area) and 30 minutes at their second doctor
in the emergency area. In Addition, notice that the wrongly classified patients visit two queues
at the last stage. Assume all other information from Problem 11 is valid. On average, how long
does a patient stay in the ER? On average, how long does a Potential Admit stay in the ER?
On average, how many patients are in the ER?



