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Abstract:

The aim of this study is to improve the quality of the insurance service provided by the Algerian
National Insurance Company "Algiers Agency" affiliated to the Regional Directorate Of Algeria
03, by applying one of the quantitative methods of queuing models, and solving them using QM for
Windows software, as the quality of service delivery is an important requirement. For the insurance
company to achieve sophistication and prosperity.

The study reached to provide an alternative model to improve the current situation in the
company at the level of the insurance agency under study, which would reduce the waiting time,
and thus raise the level of quality of service provided, and gain customer satisfaction, because it is
the ultimate goal that the institution must satisfy its needs, and Then maximize profits through it.
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Parameter Value Parameter Value Seconds ?ggonds
| Average server utilization 0,3813
Arrival rate(lambda) 0,394 | Average number in the queue(Lq) 0,1298
Service rate(mu) 0,5166 | Average number in the system(L) 0,8925
Number of servers 2 | Average time in the queue(Wq) 0,3294 | 19,7637, 1185,82
| Average time in the system(W) 2,2651| 135,9077 | 8154461
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