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ABSTRACT 

The service era has made waiting time a critical factor that affects customer’s 

satisfaction. According to the Ministry of the Transportation and Communications’ 

survey, the long waiting time is the most concern causing customer’s dissatisfaction 

in post offices. Thus, how customers in queue are to be treated is the main purpose 

for the post offices. This research uses simulation software “Arena” to develop 

simulation models. The research aims at investigating the effects of various clerk’s 

job assignments on the performance of customers’ waiting time for a chosen 

Kaohsiung post office. The alternative improvement plan is identified by considering 

diversified clerk’s job contents and the proportion of clerks with identical job contents. 

The system performance measures include average system time, average service 

completion ratio, and average clerk utilization. This simulation results show that 

improvement plan with diversified clerk’s job content has the best performance of 

waiting time. Plan with diversified job content and mutual support has the best 

performance in service ratio and clerk utilization. Under the condition without adding 

any extra resources, we expect to lower the waiting time and to increase service 

completion ratio and clerk utilization by rearranging clerk’s job content. Finally, the 

study provides some suggestions for the post offices managers. It is suggested that 

the managers can design the appropriate plans to enhance the competitiveness and 

customer’s expectations. 
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