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ABSTRACT

A service system is a configuration of technology and organizational networks de-
signed to deliver services that satisfy needs, wants and aspirations of customers. Call
centers, universities, hospitals, restaurants, shopping centers, hotels, beauty centers
are a few examples of the service systems which provide service to customers in dif-
ferent areas. A strategic customer in a service system acts in order to maximize his
individual welfare or utility. To maximize his individual utility, a strategic customer
compares all of his possible alternatives and chooses the one which brings the highest
pay-off to him. The alternative with the highest pay-off is referred as the optimal be-
havior (action) of this customer. Indeed, each customer’s optimal behavior is affected
by acts taken by the service provider (system manager) and by the other customers.
The result is an aggregate equilibrium pattern of behavior which may not be opti-
mal from the perspective of the society as a whole. So, the optimal decisions of the
individual customer, social planner who is responsible from maximizing the social
welfare, and the service provider all need to be analyzed in these systems. Many ser-
vice systems are queueing type systems. So service systems generally include queues,
and the individual customer, social planner and the service provider must (directly
or indirectly) consider the displeasure of waiting in the queue. Moreover, the service
systems that we consider in this thesis have imperfect quality. The service failures
which are caused by the service quality problem will require resolutions. Designing
the service systems by using different system structures we analyze different service
failure resolution alternatives in Strategic Customer Setting. In summary, our goal in
this thesis is to integrate service quality issues with strategic behavior and compare

different service system structures.
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OZETCE

Servis sistemleri, miigterilerin ihtiyag ve isteklerini kargilamak icin olugturulan
tasarim ve teknolojilerdir. Bu sistemlere verilebilecek baslica érnekler cagri merkez-
leri, tiniversiteler, hastaneler, restoranlar, aligverig merkezleri, oteller, giizellik merke-
zleri olarak siralanabilir. Servis sistemlerindeki stratejik miigteriler kendi amag (haz)
fonksiyonlarini maksimize etmek i¢in karar verirler. Stratejik bir miigteri karar verirken
amag fonksiyonunu maksimize edebilecek biitiin alternatifleri kargilagtirir ve ken-
disine en ¢ok tatmin verecek (en yiiksek hazzi saglayacak) olani seger. Temelde
her miigterinin en iyi karari diger miigterilerin kararindan ve hizmet verenin (sis-
tem yoneticisi) sunduklarindan etkilenmektedir. Sonug olarak, miigterilerin karari
diger miigterilerinin de kararina bagh olan bir denge stratejisi olarak diigiiniilmek-
tedir ve bu strateji sosyal sistem igin en iyi strateji olmayabilir. Bu nedenle, bu
sistemlerde miisterilerin problemleri, sosyal sistem problemi ve hizmet veren firmanin
problemi ayr1 ayr1 incelenmelidir. Servis sistemleri genelde kuyruk tipi sistemlerdir.
Bu nedenle karar verirken miigteriler, sosyal sistemden sorumlu kisiler ve hizmet veren
kigiler kuyruktaki beklemenin miisteriler iizerinde yaratacagi memnuniyetsizligi goz
ontinde bulundurmalidir. Bunun yaninda, bu tezde incelenen sistemler miikemmel
kalitede hizmet veren sistemler olarak diiginiilmemektedir yani sistemlerdeki hizmet
kalitesindeki problemler de goz ontinde bulundurulmaktadir. Hizmet kalitesinde prob-
lem oldugunda bunun olasi ¢oziim metotlar: da bu tezde incelenmistir. Dolayisiyla, bu
tezde stratejik miigterilerin oldugu sistemlerde, kalite problemlerini ¢ozme metotlar
farkli sistem yapilar1 kullanilarak karsilagtirilmigtir. Kisacasi bu tezin amaci kalite
konusunu stratejik kararlarla birlestirmek ve farkli sistem dizaynlarini bu baglamda

karsilagtirmaktir.
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Chapter 1: INTRODUCTION 1

Chapter 1

INTRODUCTION

A service system is a configuration of technology and organizational networks de-
signed to deliver services that satisfy needs, wants and aspirations of customers. Call
centers, universities, hospitals, restaurants, shopping centers, transportation compa-
nies, hotels, beauty centers are a few examples of the service systems which provide
service to customers in different areas. Operators, professors, doctors, waiters, sales-
man, drivers, room-cleaners, cosmeticians are the service providers of these service
systems. These workers provide service to customers to satisfy their tangible and
in-tangible needs.

A strategic customer in a service system acts independently in order to maximize
his individual welfare or utility. To maximize his individual utility, a strategic cus-
tomer compares all of his possible alternatives and chooses the one which brings the
highest pay-off to him. The alternative with the highest pay-off is referred as the
optimal behavior (action) of this customer. Indeed, each customer’s optimal behavior
is affected by acts taken by the service provider (system manager) and by the other
customers. The result is an aggregate equilibrium pattern of behavior which may not
be optimal from the perspective of the society as a whole. So, the optimal decisions
of the individual customer, social planner who is responsible from maximizing the
social welfare, and the service provider all need to be analyzed in these systems.

Since the designers and the servers of the service systems are humans who provide
service using technological labor and equipments, there is always a probability of the
service failure. Some possible reasons for this service failure can be characterized as:

The inefficiency, temporary emotional burnout, carelessness, tiredness-illness of the
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service provider, oldness or the defect of the technological equipment, power blackout
or the disconnection of the internet etc. Such kind of failures shows that for a strate-
gic customer assuming a perfect service in all of his visits to a specific service system
is unrealistic. So, in real life service systems are imperfect and a strategic customer,
the social planner and the service provider must take this imperfection or the service
failure probability into account.

Moreover, many service systems are queueing type systems. For example, when a
customer makes a call to a call center, if all of the operators are busy, he waits until
one of the operator becomes idle. When a patient wants to get examined by a doc-
tor in a policlinic, he generally makes an appointment, since there are other patients
who made their appointments earlier. If a customer goes to a restaurant to get his
dinner, he waits for the waitress to come after serving the customers who came to
the restaurant before. All of these examples illustrate that service systems generally
include queues, and the individual customer, social planner and the service provider
must (directly or indirectly) consider the displeasure of waiting in the queue.

Based on the above motivation, we analyze how the strategic (rational) customer, the
social planner and the service provider behave in imperfect quality queueing systems.
The customer is strategic, so he is able to take the best decision for himself among all
other alternatives. The possible decisions in these systems typically concern whether
or not to join the queue, but can also consider decisions pertaining to the abandon-
ment from the queue. For the social problem, the possible decision strategies of the
social planner is to accept some or all of the customers to the system, which maxi-
mizes the social welfare. In the problem of the service provider (profit maximizer),
the decision is to determine the model parameters which maximize his profit. In this
thesis, for the decision parameters of the profit maximizer’s problem, we use the queue
entrance price, the service quality level and the service rate.

We assume that the satisfaction of receiving a service which satisfies the needs of the
customers, is expressed with a monetary value, service reward. So, the customers who

receive the satisfactory service take the service reward; on the other hand the ones who



Chapter 1: INTRODUCTION 3

are subjected to a service failure cannot take this reward. Since the service systems
being considered are queueing type systems, customers choose the decision, in which
their service is completed in the shortest time; i.e. they don’t want to wait much. To
express the displeasure of waiting, we use a monetary value for the unit waiting cost.
If a customer decides to join the queue, he pays an entrance fee. To summarize, the
utility function of a strategic customer includes three parts: Expected service reward
which has a positive sign and increases the satisfaction of the customers, and the
expected waiting cost and the queue entrance price which have negative signs and de-
crease the pleasure of the customers. The social problem includes the first two parts.
We consider the entrance fee as a transfer payment in the social problem. So, we
express the social welfare function by subtracting total expected waiting cost of the
entire system from the total expected reward of the all customers. The revenue of the
profit maximizer is formed by the total entrance prices taken from the customers who
decide to join the system. However, since providing service with higher quality levels
is costly for the profit maximizer, in order to form the problem of the profit maximizer
we subtract the total cost of the quality from the total revenue (total entrance price).
Although it seems like the expected reward and the waiting cost of the customer are
independent from the problem of the profit maximizer, these values affect the profit
maximizer’s problem indirectly. That is why the service provider must consider these
values in setting the entrance price.

Moreover, the service systems that we consider in this thesis have imperfect quality.
The service failures which are caused by the service quality problem, will require res-
olutions. The possible service failure resolution alternatives are listed as:

A customer who is subjected to a service failure
1. can leave this system and go to any other service system to satisfy his needs.
2. returns to the same system,

immediately, and goes to the end of the queue as a queueing discipline.

immediately, and keeps the server busy (goes to the beginning of the queue
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as a queueing discipline).

after a sufficiently long time such that upon next arrival she observes the

system in steady state.

3. can be escalated to higher levels of servers in the same system.

In order to analyze the first two service failure resolution alternatives, having a sin-
gle server in the service system is enough. However, to analyze the third resolution
alternative, we must use at least two servers in modeling our systems. Based on this
motivation, we first model our service systems using a single server, then we analyze
and compare the first two resolution alternatives from the viewpoints of the individual
customer, social planner and the service provider. Next, we model our systems using
two servers (multi-server models with minimum server number), and analyze all of
the three resolution alternatives for the individual customer’s, social planner’s and
the service provider’s perspective.

We label the first part as the Single Stage Models. This part contains: The Bench-
mark Model which is used to model the first resolution alternative, The Model With
Resolution and The Model With Returns to model the second resolution alternative.
We analyze the three problems, the problem of the individual customer, the social
problem and the problem of the profit maximizer using these Single Stage Models.
We then compare the performances of these models by using the performance crite-
ria of the equilibrium joining probability for the individual problem, socially optimal
joining probability for the social problem, and the profit value of the problem of the
profit maximizer.

The label of the second part is the Two Server Models. In order to analyze the third
service failure resolution alternative we use the Escalation Models. As a system design,
we model the Escalation Models, as a sequential multi-stage system. That is we as-
sume that there are two sequential servers providing service respectively. To compare
the performance of these sequential stage systems based on the performance criteria

given before, we also use the other alternative for the Two Server Models. This alter-
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native is the Two-Parallel-Server Model which basically is the M/M/2 model having
two identical servers providing service simultaneously. In order to analyze additionally
the first two resolution alternatives in these Two Server Models part, we model the
Escalation and the Two-Parallel-Server Models in two ways. In order to represent the
first resolution alternative, we use the Simple Escalation and the Two-Parallel-Server
Benchmark Models which assume that the unsatisfied customers (for the escalation
model, the unsatisfied customers refer the customers who are subjected to a service
failure in both of the two servers.) leave the system. We analyze the second resolution
alternative by using the Perfect Escalation Model and the Two-Parallel-Server Model
With Resolution which assume that the customers do not leave the system without
taking the service reward; i.e. all the customers keep returning until they leave the
system satisfied.

In order to combine our analyses given in these two parts, we compare the perfor-
mances of the Two Server Models with the Single Server Models with a single server
who provides service with double server rate.

Up to this point, we assume that the profit maximizer provides service for the fixed
service rates. So, he decides on the entrance price and the service quality level. How-
ever, since changing the service rate might be easier and less time consuming for the
profit maximizer in some settings, we change the structure of the profit maximizer’s
problem in the last part of this thesis. Here we assume that the profit maximizer
decides on the entrance price, service rate, and the service quality level. Since in this
case, the entrance price is a function of the other parameters, service rate and service
quality level, we consider this problem as an optimization problem with two decisions.
In order to analyze how the performance of our models are affected with this change
from the profit maximizer’s viewpoint, we consider two cases in this part. The first
case is the Fized Server Rate Case, which assumes that the profit maximizer provides
service with fixed service rate and changes the service quality level. The second case
is the Service Rate Is A Decision Case, assuming that both the service rate and the

service quality level are the decisions.
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The outline of this thesis is as follows: The second chapter is the Literature Review.
We divide this chapter corresponding to the literature survey in two sections. In
the first section we briefly mention the related papers published in this area. In the
second section, we review and explain the three most relevant references in detail.
The third chapter is the Single Server Models. We describe the Single Server Models,
and then analyze the individual, social and the service provider’s problem based on
these models. The fourth chapter is the Two Server Models. Here after explaining
the models corresponding to this chapter, we analyze the three problems based on
these models. In the end, by comparing the performance criteria of the previously-
mentioned problems based on the different Single Server and Two Server Models, we
discuss which models are better in terms of a system design. Moreover, we discuss
which resolution alternative is better from the different perspectives, individual, social
and service provider. The fifth chapter is the Service Rate Decision. In this chapter,
we investigate how the performance of the profit maximizer’s problem is affected by
changing the server rate. The last chapter is the Conclusions and we summarize our

results and contributions here.
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Chapter 2

LITERATURE REVIEW

In recent years, academic research in modeling the strategic customer’s behavior
in queueing models has shown an increase in volume. In this chapter, we review some
of this research in the first section, and then we discuss the most relevant three papers

in detail.

2.1 References

The subject of this thesis is related to three main subjects in the literature.

The first subject is ” Strategic Customers in Queueing Systems”. This subject deals
with the rational behaviour of the customer, whose goal is to maximize his utility,
where he waits in queues of the systems. There are many different topics that are
analyzed under this title. The ones which are closely related with the subject of our
thesis can be given as: Equilibrium (individual problem of the customer) and the
social problem in both of the observable and unobservable queues, the short term
(deciding only on the price) and long term (deciding not only on the price but also on
the other model parameters) problem of the profit maximizing firm, and the service
rate control.

The second subject is ” Queueing Systems Design”. The papers of this subject ana-
lyze and compare different queueing system design structures. Queueing systems can
be designed in different ways: Single queues can be served by a unique server, by
multiple parallel servers providing simultaneous service or by the multiple sequential
servers providing service respectively. Similar service design issues can be used for
multiple queues. Additionally, in such systems pooling which is the replacement of

multi queues by a similar (functionally equivalent) single queue is used in designing
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the queueing systems. We give the related references which analyzes parallel systems
design, sequential systems design and pooling effect.

The last subject is ”Service Quality and Recovery.” This subject focuses on the per-
ceived quality of the service, which is generally subjective for the customers, and can
be affected by many different measures as the service level, proficiency of servers, out-
side hearings, loyalty and personal preferences of a customer, waiting in the system
etc. The papers of this subject also concern about how the service quality problem
can be resolved upon its occurrence. Here we focus on the Service Quality Literature
by giving the related references.

For the detailed review of the literature of Strategic Customer, see Hassin and Haviv
[20]. In their book, they summarize all the papers that are published on this subject
starting from the first known one, namely Naor [30], until the year of 2000’s.

Naor [30] observe the aggregate equilibrium pattern of individual where it is not only
affected by acts taken by the service providers but also by the acts of the other cus-
tomers. For a long time, it is known by the economists that this individual equilibrium
may not be optimal from the point of social view (society as a whole). But this issue
has been considered in the context of queueing theory only after the publication in
1969 of a paper by Naor [30].

The subject of the Naor’s paper [30] is the control of first-come-first-served (FCFS)
M/M/1 system. In his model, there is a queue manager who announces an entrance
price (admission fee) for the customers. Based on this price, customer decides whether
or not to join this queue, by comparing his utility value under these two pure strate-
gies. He noticed that in observable queues, where the customer knows their exact
position in the queue, the decision of the individual customer is different from the
socially optimal one. In order to decrease the mismatch between the individual and
social optima Naor suggests imposing an appropriate admission fee. The models given
in this thesis are very similar to the one given in Naor [30]. But in his model he as-
sumes that the quality of the service is perfect once the customer joins whereas we

are working on the quality (service failure probability) and the recovery problems.
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Hassin [19] suggested a way to achieve social optimality without imposing admission
fees. He observed that the service discipline regime of LCFS-PR leads to a socially
optimal behavior. Here the service discipline regime of LCFS-PR denotes that the
newly arrived customer joins the system and is immediately served, possibly preempt-
ing the service of another customer. Here preempted customers join a queue where
later arrivals get priority over earlier arrivals. When a preempted customer’s turn to
re-enter service comes, his service is resumed from the point of interruption. In this
model, rather then deciding whether to join the queue, individual customer decides
when to leave the queue. Olson [32] showed that customers receive priority levels
based on their payments under this service discipline regime of LCFS-PR. He shows
that the social optimality can be achieved in such a pricing system. These two refer-
ences deal with the observable queues as we also consider. However, they consider the
perfect quality systems and LCFS-PR service discipline, where the service quality is
im-perfect and the service discipline is FCFS in our models. Moreover, the decision
that an individual faces in our model is whether or not to join to the system rather
than when to leave the queue.

For the observable queues, some papers compare the profit maximization decision of
the service provider with the socially optima rather than comparing the individual
and social decisions. In his model, Naor concludes that the profit maximizing fee
is higher compared to socially optimal one. Knudsen [22] generalizes this result to
multi-server queues when the waiting cost functions are nonlinear. He shows that the
result of Naor holds when the benefit from the service is concave decreasing in total
waiting time of the system. Yechiali [39] showed how to compute the profit maximiz-
ing fee in GI/M/1 system. Rusen and Rosenshine [34] investigated the sensitivity
of the thresholds and gains in Naor’s model to changes in the arrival rates. For the
observable queues, Chen and Frank [10] analyzes the state dependent pricing. In their
paper, they observed the case where the objective of the profit maximizer matches
with the socially optimal one. Thus, they showed that the profit maximizing pricing

scheme is to charge the maximum possible fee as long as the queue length is less
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than a threshold and then charge a higher fee otherwise, when the server is able to
adjust the price to the state of the system. Since all of the consumer surplus goes to
the server, the optimal profit of the profit maximizer is than socially optimal. Levy
and Levy [25] considered an M/M/1 queue where the server adjusts a price p; when
there are ¢ customers in the system. They proved that under the profit maximizing
pricing scheme the expected profit is higher than the related system where customers
pay the price before they arrive. When the joining rates are determined through an
equilibrium mechanism, Hassin and Haviv [20] suggest an extension of the previous
model. In this thesis, we did not consider the problem of the profit maximizing firm
when the queue length is observable. But these papers can be references for our future
research.

Some of the studies which analyze observable queues with heterogeneous type of cus-
tomers are listed as: Larsen [23] considered a generalization of Naor’s model where
the service values of the customers are different. Larsen proves that the profit maxi-
mizing fee is greater than or equal to the socially optimal fee. Edelson and Hildebrand
[16] showed that the comparison between the profit maximizing and socially optimal
price does not necessarily hold when the time values of customers also differ from
each other. De Vany [15] considered an observable queue where the service demand is
a function of the admission fee. He showed that in Naor’s model, the fee charged by a
profit maximizing server is too high and thus the rate by which customers join is too
small relative to the socially optimal solution. Miller and Buckman [29] considered
an M/M/s/s model for observable queues.

In this literature, many of the researchers work on the unobservable queue length
setting, namely they assume that the customers cannot observe the queue and they
decide based on their expected waiting time in the queue. The properties of the ba-
sic unobservable single server queue were discovered by Edelson and Hildebrand [16].
They showed that individual optimization leads to queues that are longer than are
socially desired, as in the case of observable queues. They also concluded that this

gap can be corrected by imposing an admission fee. In this thesis, we also coincide
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unobservable queueing setting analyzing the equilibrium and social problems of basic
M/M/1 queues, where we similarly conclude that the individually optimal joining
rates are higher than the socially optimal ones. By comparing the social problem and
the problem of the profit maximizer in unobservable queues, Hassin and Haviv [20]
showed in their book that the objectives of the profit maximizer and society coincide.
However, we do not have this result in our thesis. Because, we assume that providing
service with high quality levels is costly for the profit maximizer and consider this
cost in his profit function, whereas since the service is perfect Hassin and Haviv [20)]
ignore this cost.

Assuming the queue length is unobservable, Chen and Frank [11] considered a short
term (pricing problem) and a long term (deciding on the price and the service rate)
problems of the profit maximizing firm. In their short term models, assuming all the
model parameters are fixed except the queue entrance price, they showed that the
comparison between the different pricing schemes (market capturing and monopolistic
pricing) depends on the model parameters. In our models, we also consider the short
term pricing problem of a profit maximizer and as given in Chen and Frank [11], we
show that the comparison between the market capturing and the monopolistic pricing
depends also on the model parameters; i.e. when the utilization level of the server is
high setting a monopolistic price is more profitable compared to the market capturing
pricing. In their long term model, Chen and Frank analyzed the problem of a profit
maximizing server in which the cost of maintaining a service rate p is by per unit of
time and the cost of serving the customer is r. They observed that in this model,
if a positive profit is possible, then the server will select a processing rate 1 and an
entrance fee p such that all the potential arrivals will be served. They also observed
that the optimal service rate decision does not vary with the cost r and this cost only
determines whether a positive profit is possible. They additionally observed that the
firm responds to an increase in A by increasing p and p. Finally, they observed that
the long-run profit maximizing solution is socially optimal as in the short-run. In our

thesis, we additionally analyze the long term problem of the profit maximizer. In our
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long term models, we first assume that the profit maximizer decides on the service
quality level for the fixed service rate and then assume that both the service quality
level and the service rate are decisions. In our long term analysis, we reach a similar
conclusion from a different perspective to the one given in Chen and Frank [11]. That
is, in the long term for the market capturing pricing setting, offering a resolution to
the unsatisfied in order not to lose them is optimal for the profit maximizer. Thus,
when the profit maximizer has chance to play with at least one of his model parame-
ters, it is optimal for him to capture the whole market and not to lose them.

Besides the joining decisions of the individual and social problem and the pricing
problem of the profit maximizer, the subject of Service Rate Decisions is explored in
the concept of the strategic customers. In these articles the service rate is a decision
variable. In most cases, it is the server who determines the service rate, but there are
also other models where the service rate decision is made by customers. Mendelson
[28] analyzed the long run version of unobservable queueing models of the social plan-
ner for the heterogenous service values. In this model, unlike to short run case, the
socially optimal solution and profit maximizing solution cannot be compared conclu-
sively. He concluded that the comparison depends on the model parameters. Dewan
and Mendelson [14] found that in an M/M/1 system with linear service rate costs, the
optimal admission price is equal to marginal cost of increasing the service rate. Ittig
[21] worked with a revenue function depending on the arrival rate and a cost function
depending on a number of servers in an M/M/s queue or on the service rate in an
M/M/1 queue. For different demand functions, he computed the optimal number of
servers and the service rate maximizing the social welfare. In their paper So and Sang
[36] characterized the optimal price and capacity for an M/M/1 system where the
service demand function has two parameters: the price and the the a-percentile of the
waiting time distribution where « is a decision. Ha [18] considered an unobservable
system when customer chooses their own service rate. He showed that the choice of
the service rate that the customer chose reflects the amount of service he requests and

affects his utility. Cachon and Harker [8] made a similar assumption in their model.
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Balachandran and Schaefer [2] described a type of an equilibrium inefficiency: when
potential population of customer consists of classes that differ by their cost/reward
ratios, a single class dominates in equilibrium and it is not necessarily the socially
desired class. They additionally proved that this inefficiency does not exist in the
long run model, when the cost of operating the server is linear in the server rate. In
their paper, Balachandran and Srinidhi [3] worked with an M/G/1 model assuming
the cost of the service rate u given an arrival rate A is proportional to e~*/#) They
concluded that the first order optimality conditions of the social problem in the short
and long runs coincide. This result holds, since they ignored the dependence between
the service rate cost and the arrival rate, in the short run model. Our models related
with the service rate decisions are somehow different than the ones given in literature,
because previous models all assume that the service quality level is perfect once the
customer joins the system. Whereas, since we are analyzing these systems when the
service quality is not perfect, in all of our models, we consider two decisions: service
quality level and the service rate.

The second subject of the literature which is related with our thesis is the ”Queue-
ing Systems Design”. This subject analyzes the different design alternatives of the
queueing systems. The systems can include a single queue or multiple queues. When
a service provider is designing his system, he can use either a single server or mul-
tiple servers which provide service to the customers in these queues. The multiple
server systems can both be designated in ways that these servers provide simultaneous
service (Parallel Servers Systems) and they provide service respectively (Sequential
Servers Systems). In his paper, using the service systems which are designated by
serial Markovian queues Burnetas [7] analyzed the customer’s optimal equilibrium
strategies. Namely, the series of M/M/m queues with strategic customer behavior
is considered in this article. In this model, customers arrive to the first queue and
decide whether to join the system, if they join they also decide up to which queue to
proceed in this serial system before leaving. Based on the objective of maximizing

his own utility value, each customer decides or acts independently. In his model, the
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decision of a customer is formulated as a game, and using a backward recursive form
the unique symmetric Nash equilibrium strategy is identified. By additionally ana-
lyzing the social problem and he established the relationship between the equilibrium
and social strategies, where these strategies do not coincide. Our models considering
the escalations are closely related to the one given in Burnetas [7]. Indeed we restrict
this M/M/m systems to an M/M/2, and the only decision of the customer is whether
or not to join the system. That is the customer decides whether or not to join, and
if he joins and is served successfully in the first server, he leaves the system before
proceeding to the second server, otherwise he proceeds his service in the second server
and leaves the system when his service in this server is completed. Using the prior-
ity options, Printezis and Burnetas [33] analyzed M/M/m queues. In their model,
the service provider offers priority options, and by deriving the optimal demand of a
customer and the policy of a customer as a function of system congestion, remaining
options, expiration time, and balking possibility, they identified the optimal option
pricing policy. In our models of the escalation systems including M/M/2 queues,
service provider offers resolution options to unsatisfied customers rather than offer-
ing them priorities. The other studies which analyze the multi-server models in the
unobservable environment are as follows: In a queueing system, Bell and Stidham [4]
analyzed an equilibrium model of routing customers. They analyze both the equilib-
rium and the social problem, and concluded that, in both of the equilibrium and the
socially optimal solution, the active server’s input is the service rate minus a portion
of the excess of the total rate of service of the active servers over total demand. In
social optimization this excess is not distributed uniformly among the active servers
whereas in equilibrium solution it is. In the social optimization, the excess is dis-
tributed in a way that it is proportional to the square root of their service rates. In
a queueing network, Larson [24] analyzes the equilibrium. In this model by choosing
their travel speeds, customers move between queues. He thought that customers move
at their maximum speeds which is not socially efficient. Mandelbaum and Reiman

[26] analyzed the server pooling effects in queueing networks. They concluded that
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care must be used in pooling. Pooling sometimes helps the service provider by in-
creasing his profit, but it sometimes hurts where its effects can be unbounded. In our
analyses, we also showed that if the multi-server models are properly designed they
can be profitable for the profit maximizer, otherwise working with a single server is
optimal.

The last subject which is related with the subject of this thesis is ”Service Quality
and Recovery”. According to the Gronross [17] the service is a complicated issue. In
his paper he discussed the perception of the service quality by the customers. For the
perceived quality, Gronross [17] presented a conceptual model. In describing the com-
mon characteristics of the perceived quality he used six criteria, namely six criteria
of good perceived service quality. They summarize the six criteria as: profession-
alism and skills, attitudes and behavior, accessibility and flexibility, reliability and
trustworthiness, reputation and credibility and recovery. On the other hand, prior
research on service failure has focused on four main aspects: types of service failure,
recovery strategies, service failure’s effect on customer satisfaction, and application of
the attribution theory and justice theory. Bell and Zemke [5] focused on the service
failure types where they defined the service failures as conditions in which customers
are dissatisfied. This dissatisfaction of the customer occurs because the perception of
the service that the customer has received is worse than he expected. In our mod-
els, we also assume that if a customer receives a perfect quality service he leaves the
system satisfied, whereas when the service failure occurs which is not the customer
expects, he leaves unsatisfied. By reviewing the prior researches, Smith et al. [35]
identified service failure in two types: outcome and process related failure. The out-
come related failure refers the what actually occurs during the service. The process
related failure contains the manner in which the service is delivered. The service
failure type in our models are closer to the former one, which is the outcome related
failure, since the failure occurs during the service and as an outcome customer is ei-
ther satisfied or unsatisfied. According to McColl-Kennedy et al. [27], customers may

experience dissatisfaction following a single such failure given that service failures are
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common in the service industry. When this failure occurs it is important to resolve
dissatisfied customers through an appropriate set of actions which is labeled as the
customer recovery process. In our models, we also define different resolution actions
which deals with the service failure problems. The interaction between service failure
and recovery is the one of the common subject in the service management literature.
A theory-driven model of customer satisfaction which is related to mental accounting
theory is proposed by Chuang, Chang, Yang and Cheng [12]. In this article they con-
sidered whether different types of service failure (i.e. outcome- and process-related
failure) warrant different types of service recovery (i.e. psychological and tangible
recovery). As previously mentioned, the service failure are outcome related in our
models, additionally the service recovery, which we refer as the service resolution
alternatives can be considered as tangible recoveries, because when the service reso-
lution is proposed to the customer who is subjected to this service failure, he receives
the service reward which is defined in monetary values. by investigating the role of
service failure severity, Weun, Beatty, Jones [38] developed the previous research on
service recovery subject. Results of this paper showed that service failure severity
highly affects the satisfaction, trust, commitment and negative word-of-mouth. In
our paper, rather than using the severity of the service failure, we use the all or noth-
ing rule, namely the customer either receives the satisfactory service or not. Oh [31]
proposed an integrative model of service quality, customer value, and customer satis-
faction. This model can be compared with our model, because we also use these three
issues in our models. In order to understand the service encounter evaluation Bitner
[6] presented a model which synthesizes consumer satisfaction, services marketing,
and attribution theories. To assess the effects of physical surroundings and employee
responses (explanations and offers to compensate) on attributions and satisfaction in
a service failure context, they tested portion of their model experimentally. Cronin
and Taylor [13] measured the service quality and the relationships between service
quality, consumer satisfaction, and purchase intentions. The purchase intentions of

our models can be considered as the joining or not joining decision of the customer.
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Namely, in our models we analyze how the service quality level affects the joining de-
cisions of the customer. The results given in Cronin and Taylor [13] provided support
that a performance-based measure of service quality can improve the measurements
of the service quality construct. They also showed that the service quality is prior to
consumer satisfaction. They finally concluded that the consumer satisfaction highly
affects the purchase intentions. In our models, we similarly conclude that the join-
ing decisions of the customer’s is increasing in the service quality level. All of the
summarized researches show that service quality and recovery problem is one of the
main subject of the Service Quality literature. However, these papers of the related
all ignore the waiting effect of the queueing systems. In this thesis, we try to relate
and merge the quality and recovery problems with the waiting effect of the queueing

systems.

2.2 Review of the Most Relevant References

In this section, we review three of the main motivating papers, for our study in detail.
The purpose is to provide a background for the modeling assumptions in our analysis.

We then formulate some basic models with service failure that build on these papers.

Naor [30]: We review Naor’s model which analyzes and compares the individual

and social problems when the queue length is observable.

e Edelson and Hildebrand [16]: We review this model comparing the individual

and social problems when the queue length is unobservable.

e Chen and Frank [11]: We review the long-run model for the problem of the

profit maximizer for the unobservable queue length assumption.

e We start to model basic ” Quality Models” and analyze the individual and social
problems based on these models. We then compare the performances of the

models for the observable queues.
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2.2.1 Individual and Social Problem When The Queue Length is Observable

The subject of the paper written by Naor [30], is the control of first-come-first-served
(FCFS) M/M/1 system having strategic customers. This model deals with queueing
systems, where an arriving customer observes the length of the queue before making
his decision. In this model the queue manager sets an entrance fee, and customers
react by setting a pure strategy of whether or not to join this system. He shows that
the individual optimization generally defined with a pure threshold strategy. The

model assumptions given in Naor [30] is listed as:

e A stationary Poisson stream of customers-with rate A- arrive to a single server.
e The service times are independent, identically distributed with parameter pu.

e A customer’s benefit from completed service is R

Customers who join the system always take this reward, since Naor assumes

that the service is perfect once the customer joins the queue.

e The cost to a customer for staying in the system, either while waiting or while

being served, is C' per unit of time.

e Customers are risk neutral, that is they maximize the expected value of their

net benefit.

e Utility functions of individual customers are identical and additive, from the

social point of view.
e Ry > (C?, since otherwise not joining is always dominant equilibrium strategy.

e The service discipline is FCF'S.

A decision to join is irrevocable, and reneging is not allowed.
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e Upon arrival, a customer inspects the queue length and decides whether to join

or not. A customer who leaves, never returns to the system.

The individual’s optimization strategy is easy. A customer who joins the queue when

i customers are already in the system (including the one who is currently served) ex-

pects a benefit R — % The customer then joins if this value is nonnegative. That
isifi+1 < %. otherwise, the customer leaves. Consequently, the pure threshold

strategy, n, with

R
ne= 1|
is an equilibrium strategy. Under this strategy an arriving customer joins the queue if
he observes n, — 1 or fewer customers and leaves if he observes n,. customers or more.
Social optimization is not as trivial. Naor [30] also observes that there exists a pure
threshold socially optimal strategy. To show this, he denotes the expected social ben-
efit for unit of time as Sp. Given a maximum queue length of n, the probability of

having n customers in the system is:
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The expected number of customers in the system is:

p__ (n+1pt
1— p 1— pn—i-l

Ly, =

Hence,

L—p" p_ (n+1)p"*t
So=AR(1-g¢q,) —CL, = AR——— - C — 2.1
% (1~ qn) 1 — pntl 1—p 1 — pntl (2.1)

By some lengthy calculations, Naor shows that this social welfare function derived in
(2.1) is discretely unimodal in n. In other words, a local maximum is also a global
maximum for this function. Thus he seeks a strategy, ng, which is associated with

following inequalities:

\R {(1 —pp™  (1- p)p”‘)“] _c [(no +p" " (no + 2)p”°+2] “0

1 _ pTLO+1 1 _ pn0+2 1 _ pn0+1 - 1 . pn0+2

\p A=t (A =p)p] L [e)p™  (no+ Dp™ T
1 — pno 1 — pn0+1 1 — pno 1— pno-i-l -

After some algebraic manipulations, he converts the above inequalities to:

no(l—p) = pL—p") _ By (no+1)(1—p) = p(1 = p™)

(1= p) =T 1)

After deriving threshold inequalities for the individual and the social problem, Naor
makes some numerical experiments and concludes that the threshold value of the
customer’s problem is greater than the social threshold. Namely, let n. and n* denote
the customer’s and social thresholds then n* < n,.

In order to motivate the customers to adopt the threshold n* rather than n., Naor

suggested imposing an appropriate admission fee.
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2.2.2  Individual and Social Problem When The Queue Length is Unobservable

The properties of the basic unobservable single server queue is discovered by Edel-
son and Hildebrand [16]. Their model presents the situation where the customers do
not observe the queue prior to their actions. They adopt the first eight assumptions
of Naor’s observable model, and add the following modification: At the time a cus-
tomer’s need for service arises, he irrevocably either joins the queue or balks. It is
not possible for him to observe the queue length before making this decision.

As in the observable model, they show that a customer who joins the queue imposes
negative externalities on others and therefore individual optimization leads to exces-
sive congestion unless the queue is regulated.

In the paper, Edelson and Hildebrand start by evaluating the customers’ behavior
in equilibrium when an admission fee of size p is imposed and the potential arrival
rate is A. There are two pure strategies: to join the queue or not to join. A mixed
strategy can be described by a fraction ¢, 0 < ¢ < 1., which is the probability of
joining. Given p, they denote the equilibrium probability of joining by ¢.(p), and the
effective arrival rate by A.(p) where A\.(p) = Age(p) < p. The expected waiting time
in the M/M/1 queue is W(X) = u% The net benefit of a customer who joins the

)
queue is R — CW(A) — p. They distinguish the possible three cases as:

e p+CW(0) > R. In this case even if no other customer joins, the net benefit of
a customer who joins is non-positive. Therefore, the strategy of not joining is a

dominant strategy.

e p+ CW(A) < R. In this case even if all customers join, they all enjoy a non-

negative benefit. So, joining is the dominant strategy.

e p+ CW(0) < R<p+ CW(A). In this case if ¢.(p) = 1, then a customer who
joins suffers a negative benefit. So, it cannot be an equilibrium. Likewise if
ge(p) = 0, a customer who joins gets a positive benefit, more than by balking.

Hence this can also not be an equilibrium. Therefore, there exists a unique
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equilibrium strategy where ¢, = )‘ET(M and where \.(p) solves CW (A.(p)) = R—p.

Substituting W (\) = ﬁ, they obtain the expressions given in the following Table.

They then turn their attention to social optimization. They let the socially optimal

Case Ae(p) Ge(p) | WAe(p))
A< A 1 P
C
C C H~Rr=p R—
O<Iuc_ R—p SA = R—p /I\% 1Cp

Table 2.1: The equilibrium strategy

joining probability be ¢*, and the socially optimal joining rate be A* where A* = ¢*A.
Then,

A = argmazo<r<aA\[R — CW(X)]

Since W(\) is strictly convex, the function to be maximized is strictly concave and

has a unique maximum. Substituting, W (\) = ﬁ, they get the solution:

|C 1
w— f,u = argmazo<i<a {)\R — )\Cm}

is optimal as long as it is in [0, A]. The fact that the solution is nonnegative follows
from the assumption that Ry > C. Thusif A > u — % then \* = pu — %. Oth-
erwise A* = A. In the unobservable environment denoting the social welfare under
the optimal arrival rate \* with, Sy, the socially optimal strategy is summarized as:

From the assumption that Ry > C, A\.(0) > A*. Thus as in the case of observ-
able queues, Edelson and Hildebrand [16] conclude that individual optimization leads
to queues that are longer than are socially desired. This gap can be corrected by

imposing an appropriate admission fee.



Chapter 2: LITERATURE REVIEW 23

Case A* q WA | Su

_\/cn
Azp % i Jo [ [ JE | (/A vor
A<p—y/ | A 1 2 A (R-%)

Table 2.2: The socially optimal strategy

2.2.3 Problem of the Profit Mazimizer When The Queue Length is Unobservable

Chen and Frank [11] analyzes the pricing problem of a profit maximizing firm who
provides service to strategic customers. They classify their analysis in two main parts.
In the first part, which is labeled as the short term analysis, assuming all model pa-
rameters (R, C'; A and p) are fixed, they try to maximize the profit of the profit
maximizer by comparing different pricing settings. The possible pricing settings are
market capturing pricing, which is the minimum price that incites everybody to decide
to join, and the monopolistic pricing, in which not all of but some of the customers
decide to join with a unique equilibrium joining probability. In the second part, they
consider a long-run model of a profit maximizing server in which the cost of main-
taining a service rate p is by per unit of time (other model parameters R, C, and A
are being fixed); namely a linear cost assumption, and the cost of serving a customer
is 7. They observe in their model that, if a positive profit is possible, then the server
will select a processing rate p, and an admission fee p such that all the potential
arrivals will be served. Since the maximum fee that can be charged while maintain-

ing the arrival rate A is p = R—C/(u—A), the problem of the service provider becomes

C
maz, ,cp-c (p—r)A—0 (A + R—> :
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The solution is:

. Cb . [CA
p=R-— e w=A+ =

The observations given in Chen and Frank [11] is listed as:

e The solution does not vary with the cost r, of serving a customer. This cost

only determines whether a positive profit is possible.

The condition for a positive profit is r < R — (Cb/A)*2. The right hand

side is the optimal admission fee, p*.
e The firm responds to an increase in A by increasing p and p.

e As in the short run model, the profit maximizing solution is socially optimal.

2.2.4 Basic Quality Models

In this section, we start to build basic models which consider the possibility of service
failure. These models are mainly extensions of the model given in Naor [30]. Naor[30]
assumes service is perfect once the customers join the system. Thus, customers decide
by comparing their waiting costs with the value of the service. Since service systems
do not always provide service with perfect quality, waiting time criteria is not enough
for customers while deciding. Customers also take the chance of the service failure
probability into account.

Based on this motivation, we add a quality parameter, ¢ where 0 < ¢ < 1 ,to our
elementary models and numerically analyze the optimal joining strategies of the in-
dividual and social problems in this section.

We keep all the model assumptions given in Naor [30], with only a modification in
the third assumption as: The value of the service is R, but it is taken by only the
customers who receive a satisfactory service. Receiving a satisfactory service, depends

on the service quality level, q. So, with some probability 1 — q, service failure occurs,
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and customers leave the system without taking the service reward.

The first quality model which we analyze in this chapter is the Benchmark Model.
In this model we assume both the satisfied (customers who are successfully served)
and unsatisfied (customers who are subjected to a service failure) customers leave the
system without returning.

We secondly analyze a model which takes the returns of the customers into account.
We label this model as the Model With Returns. In this second model, the satisfied
customers who receive a satisfactory service leave the system where the unsatisfied
ones return to complete their service. For the Model With Returns, we assume that
the returns of the customers are memoryless. Namely, when a customer returns to
the system his new decision of whether or not to join the system is assumed to be
independent from his past experience. So these returning customers are assumed as

new customers for the system.

2.2.4.1 Indiwidual Problem Of The Customers

In this section we assume that the queue length is observable. Thus, the utility of the
individual customer is a function of his position, 7, in the queue. The reason behind
this is: Although the expected service value is the same for all customers (all cus-
tomers are homogenous), the waiting cost of the i customer differs from the (i + 1)
customer, where the utilities of customers decrease with the increase in the cost of
waiting.

For both of the quality models, the Benchmark Model and the Model With Returns,
the server provides service with rate u. Thus for the given model parameters, A, pu,
R, C' and g, the utility value of the ¢th customer of the system is the same in these
models. Using the notation U (i), the utility function of the ith customer of the sys-

tem is represented as:

U(i) = Rg— CE[W(i)] = Rq — (@)c%, (2.2)

where E[W (i)] represents the expected waiting time of the i" customer.
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Lemma 2.1 U(7) is decreasing in i.

We give the proofs regarding to this section in Appendix A.1.
Since the individual utility function given in (2.2) is decreasing in 7 as given in Lemma
2.1, to characterize the joining strategies of the customers, a threshold value can be

*

defined. This value represents the queue length up to which customers join. If n} ,

denotes the threshold level of individuals, it can be determined with the following

inequality:

. Raqp |

Nind = C (23)

Thus, for the observable queue length conditions the optimal strategy of the customers

is characterized as:

. not join, = 2> Rq or i>mnj,
join, 0..

Optimal joining strategy of the individuals is interpreted as: If the joining decision
is worthwhile, then customers join up to a threshold level. After this level, since the
expected waiting cost of customers exceeds the expected service value, they decide

not to join.

Corollary 2.1 n} , is increasing in R, i1, ¢ decreasing in C, and is independent from

A

We interpret Corollary 2.1 as: Increases in R and ¢ increase the expected service value.
Increasing the service rate decreases the waiting cost. So, these parameters positively
affect the joining decision of customers. On the other hand, an increase in the unit
waiting cost negatively affects the decision of the customers. Additionally, since when
taking their decisions, customers only care about themselves, the individual decisions

are independent from the potential arrival rate.
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2.2.4.2 Social Problem

In the social problem, the social planner aims to maximize the social welfare (total
expected utility function of all customers). For this total expected utility function,
the total expected waiting cost of customers must be derived. Thus, we first give the

state transition diagram of both of the models. The difference between the two state
A A 'h\
1 k s
Figure 2.1: State Transition Diagram of Benchmark Model
A A 'h\
Guq :uq i

Figure 2.2: State Transition Diagram of The Model With Returns

transition diagrams given in Figures 2.1 and 2.2 is the service rate. In the Benchmark

Model, since both of the satisfied and unsatisfied customers leave the system, the
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service rate is p. With this service rate and the arrival rate A, the utilization level
of this system is p; = ﬁ However for the Model With Returns, since unsatisfied
customers make memoryless returns, the service rate, which decreases the number of
customers in the system is uq. Hence the utilization level of this model is py = /%1'
Since these two models are basic M/M/1 queueing models, the expressions for steady
state probabilities, expected queue length and expected waiting time in the system
are all known. Assuming that the social planner accepts n customers to the system,
the total expected utility function of the social system, Sp(n), of these two models
can be represented as:
(n+1)p"H

1—p" p
= 1-1I1,)—CE[W (n)] = — — 2.4
So(n) = RgA\(1-11,) —CE[W (n)] qul_pnﬂ C i g , (2.4)

where II,, and E[W(n)| respectively denote the steady state probability of having n

customers in the system, and the total expected waiting time.
Lemma 2.2 Sp(n) is discretely unimodular in n.

Since the social welfare function given in (2.4) is unimodular and non-decreasing, as

expressed in 2.2, the local maximum is a global maximum. Thus, the pure strategy

*

of the social planner is defined with a threshold value, nj,,

satisfying the following

inequality:

niy(L=p) = p(L—p"v) _ Rp _ (ny, + D)1= p) = p(1 = p"*D)
(1=p)? - C (1 —p)?

The optimal strategy of the social planner for these two models is summarized as:

(2.5)

> Rq or i >n}

do not accept, sys

=1Q

accept, 0..

The structure of the social planner’s strategy is similar in the two models, except for
the difference between the threshold values. Since the utilization values of the two
models differ from each other, the optimal strategy of the social planner is character-

ized with different threshold values in the two models. That is, the utilization value
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used in (2.5) is p; for the Benchmark Model, and p, for the Model With Returns.

*

4ys 18 Increasing in R, u, q decreasing in C, and A.

Corollary 2.2 n

Corollary 2.2 is expressed similarly to Corollary 2.1. The difference is the dependence
on the potential arrival rate. Although the individual threshold is not affected by the
potential arrival rate, the social threshold is, which shows that the social planner has

to take all the customers into consideration in making his decision.

2.2.4.3 Numerical Study

In this section, we numerically explore which represent the optimal strategies of the
individual customers and the social planner for the Benchmark Model and the Model
With Returns. In the Figures, we use the label Model 1 to denote the Benchmark
Model and Model 2 for the Model With Returns.

We list the results of these observations represented in Figure 2.3 as:

e There is a mismatch between the individually and socially optimal thresholds.
Individual threshold is higher than the socially optimal one.
e The individual threshold is not affected from the potential arrival rate; the social

threshold is.

For the same model parameters, the individual threshold values are the same
for A = 0.5 and X\ = 1.2, while the threshold of the social system is lower when
A = 1.2 compared to the case A = 0.5.

Since the congestion of the system is higher for the higher arrival rate,

the social planner accepts fewer customers into the system.

e For the lower quality levels, the social planner accepts fewer customers into the

system in the Model With Returns, relative to the base model.
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The number of the unsatisfied customers is high for low quality levels and
these customers return to the system by increasing the load of the server. Thus,

the social planner optimizes the social system by using a lower threshold.

For higher quality levels, since the number of returning customers are lower
and the utilization of the two models are closer, the socially optimal threshold

values of these two models are similar, i.e. models behave similarly.

e Increase in the service reward and the quality level positively affect the individ-

ual and social joining strategies.

Since the expected service value increases, joining decision is optimal.

From the analyses given in this chapter, similar results to Naor [30] are observed.
The individually optimal joining strategies of the customers differ from the socially
optimal ones. This shows that, joining decisions of the customers negatively affect the
social system. Thus, there needs to be a factor which decreases the optimal threshold
value of the customers to decrease the mismatch between the individually and socially
optimal thresholds.

One factor which decreases this mismatch is setting a queue entrance price, p, for the
customers who join the queue. This price decreases the utility of the customers, so
fewer customers join the system. On the other hand, since this entrance price is a
transfer payment for the social problem, it does not affect the social system. Thus,
the mismatch between the optimal values of the individual and social problems de-
crease.

The other factor is hiding information from the customers. In all the analyses given in
this chapter, observable queue length conditions are assumed. Based on these condi-
tions, since customers are informed about the system, they precisely decide if joining
is useful for them or not. On the other hand, if the queue length information is kept
from them, they only know their expected waiting time. So they can choose not to
join based on this expected time, although it is higher than the actual waiting time.

Using these two results, from now on, we assume that the queue length is unobserv-
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able. In the next chapter, we reanalyze these two problems in the unobservable queue
length setting. We additionally analyze the problem of the service provider (profit
maximizer). In analyzing this third problem, we add the queue entrance price p to
the customers’ problem, assuming it is taken by the service provider and generates

revenue for him.
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Figure 2.3: Comparison Between Individual and Social Thresholds- Benchmark Model
and The Model With Returns
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Chapter 3

SINGLE SERVER MODELS

In this chapter the single stage queueing models implementing quality issues that
were introduced in Chapter 2 are analyzed in a different setting where the queue
length is unobservable and an entrance price is charged to customers who decide
to join. Keeping all the model assumptions the same, except the observable queue
length assumption, in addition to the two quality models described in the previous
chapter, Benchmark Model and The Model With Returns, the third model namely
The Model With Resolution are analyzed in this chapter. Besides the Individual
Problem of the Customer and the Social Problem, we also analyze the Problem of the
Profit Maximizer. To represent the revenue of the profit maximizer, we add a queue
entrance price to the problem of the customers; i.e. the profit maximizer charges an
entrance price to customers. This price additionally decreases the mismatch between
the individual and social optima as expressed in Naor [30], Edelson and Hildebrand
[16] and Chen and Frank [11]. Since providing a service with higher quality levels
is more costly for the profit maximizer, we add a cost expression to the problem
of the profit maximizer, assuming this cost has a quadratic structure in quality, i.e.
assuming the unit cost of the service quality level is a, the total cost of providing
service with ¢ units of quality is aqg?.

The organization of this chapter is as follows: In the first three sections of this chapter,
we analyze the mentioned problems for the Benchmark Model, The Model With
Resolution and The Model With Returns respectively. In the last section, we give the
comparison between these models. To compare the models from the individual and
the social viewpoint, we use the individually and socially optimal joining probabilities.

We give the optimal quality level, optimal price and the optimal profit comparison for
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the profit maximizer’s problem, where the model comparison criteria is the optimal
profit value.

We give all the Proofs of the Lemmas, Corollaries and Propositions corresponding
this chapter in Appendix A.2. The Observations representing the Numerical Studies
of this Chapter can be found in Appendix B.1.

3.1 The Benchmark Model

We introduce the Benchmark Model in Chapter 2 in the observable queue length
setting. Since in this chapter the queue length is unobservable for the customer, the
representation and the scenario of the model is changed.

We represent the Benchmark Model when the queue length is unobservable, in Figure
3.1.

The scenario of the Benchmark Model is: Customers arrive to the system with the

‘I A(1-a)
— Ol Q-
l Aa(1-q)

Figure 3.1: Graphical representation of Benchmark Model

potential arrival rate, A. Denoting the joining probability with o where 0 < o <
1, some of the customers decide not to join the system with rate A\(1 — «), while
others decide to join. The ones who decide to join, enter the queue in front of the
server and wait until they are served. Some of them, who join the queue and wait,
receive satisfactory service with probability ¢, while others are subjected to a service
failure. Both of these satisfied and unsatisfied customers, with rates Aag and Aa(1—¢q)

respectively, leave the system.
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We analyze the individual problem of the customers, the social problem and the

problem of the profit maximizer of this Benchmark Model in this section.

3.1.1 Indwidual Problem Of The Customers

The queue length is unobservable and customers are assumed to decide based on the
expected waiting time in the system. Since this information, expected waiting time in
the system, is the same for all of the customers who are homogenous, they all decide
similarly. Thus, the individual problem of customers in an unobservable setting is
also defined as the equilibrium problem of customers.

The decision variable of the customer’s individual problem is the joining probability,
a. The equilibrium joining probability of customers is found based on the utility func-
tion of the individual customer. The variables of this utility function are: expected
service value, total expected waiting cost and the queue entrance price. The customer
is assumed to join the queue if his utility function is positive.

However in analyzing the individual problem of the customer, we ignore the entrance
price. Because this price is fixed and using it in the individual problem does not
change the strategy of the customer, and only shifts the solution (equilibrium joining
probability). Based on this reasoning, in analyzing the individual problem of the
customers in all of the models, we omit the entrance price and take it into the con-
sideration in analyzing the problem of the profit maximizer.

Using the subscript 1 for the Benchmark Model the utility function of the individual

customer is represented as:

C
1 — A

Ui(a) = Rg— CE[W]| = Uy(a) = Rq —
Lemma 3.1 U;(«) is concave in a.

Corollary 3.1 The equilibrium joining probability of the customers for the Bench-
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mark Model is:

0, Rg< ¢

= p

eq _ M—)% c C
Q= S E Rq<T)\
1, Rq > -5

The interpretation of this result is: In the first case even if no customer joins, the
net benefit of a customer who joins is non-positive. Therefore the strategy of not
joining is a dominant equilibrium strategy; i.e. no other equilibrium is possible. In
the second case, if all potential customers enter, then a customer who joins gets a
negative benefit; hence, this cannot be an equilibrium strategy. If no one enters, then
a customer who joins gets a positive benefit, more than by balking. Hence this can
also not be an equilibrium. Therefore, there exists a unique equilibrium strategy,
which solves U; () = 0. In the third case, even if all potential customers join, they all
enjoy a non-negative benefit. Therefore, joining is a dominant equilibrium strategy.

From the given expression, we conclude that the equilibrium joining probability is
increasing in u, R and ¢; and decreasing in A and C. This result is obvious, since the
increase in the parameters R and ¢, increase the expected reward of the customer, so
the customers become more desirous to join in this case. On the other hand, increase
in A and C or decrease in u, increase the total expected waiting cost of a customer,

the joining decision of a customer is negatively affected.

3.1.2 Social Problem

For the social problem we assume that there is a social planner who is responsible for
maximizing the social welfare (utility function of the whole system).

The queue entrance price is defined as a transfer payment for the social system. Thus,
the social problem does not include this price.

To find the socially optimal joining probabilities -rates- of the Benchmark Model, we

analyze the total expected utility function of the entire system.

Si(a) = Aa[Rq — CE[W]] = Si(a) = A {Rq — } (3.2)

I — A
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Lemma 3.2 S;(«) is concave in «.

Since the concavity holds, there is a unique probability value, «j, which maximizes

the social function given in (3.2):

C
—BSl(a) =0=a = —M_ R_Z
oo t A

Corollary 3.2 The socially optimal joining probability of the Benchmark Model is:

—Mi”’% =A< G

Rq

1, 0.1.
The socially optimal joining probability is increasing in p, R and ¢; and decreasing
in A and C.
Observation 3.1: o%(q) > ai(q).
To check the numerical values of this Observation please see Table Tab. B.1. in
Appendix. For the different model parameter values, when we compare the second
column of this table with the third column, we can observe this result.
As Edelson and Hildebrand [16] represent in their paper, which analyzes and compares
the equilibrium and socially optimal joining strategies in perfect quality type queueing
systems when the queue length is unobservable, there is a mismatch between these
two strategies. Because, a customer only considers himself upon taking his decision
and does not take the load (congestion) that his joining decision creates in the whole

system into the account.

3.1.8  Problem Of The Profit Mazimizer

The aim of the profit maximizer is to maximize his profit by setting the optimal queue
entrance price and the service quality level. In optimizing his strategy, he takes the
decisions of strategic customers into account. He is not allowed to charge different

entrance prices or provide service with different quality levels to different customers.
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Customers are assumed to know the entrance price and the expected service quality
level. Since the unobservable queue length condition holds, customers know their
expected waiting time but do not observe their current state in the queue.
Assuming quadratic cost structure for the service quality level, with the unit cost of
a, we analyze the problem of the profit maximizer for the Benchmark Model in this
section.

Customers who decide to join pay the queue entrance price before receiving the ser-
vice. Using the notation II;(.) for the profit, the problem of the profit maximizer for

the Benchmark Model is represented as:

IL (p, ¢) = pAaj? — ag® (3.3)

So, while setting the optimal entrance price and the quality level, the profit maxi-
mizer considers the joining decisions of the customers. Since there are three possible
equilibrium joining strategies, the profit maximizer’s problem is analyzed in three

parts.

1. If (C/un) > Rq — p, then since the expected utility of the customer is negative

even for the empty system, no customer joins.

To prevent losses, the profit maximizer sets the queue entrance price and
the quality level to 0: p1, =0, g1, = 0, IL; (P14, ¢1,n) = 0, where subscript n is

used for this no entrance case.

2. If the profit maximizer chooses to serve the whole market, aj? = 1, he sets
the market capturing price, p;, (notation for market capturing price of the

benchmark model).

This market capturing price, which is a function of the service quality level

and is found by equating (3.1) to zero: p; \(q) = Rq — /%
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The profit function with this entrance price and equilibrium joining rate is:

C
I (p1x, q) = piar — ag” = <Rq - m) A —ag? (3.4)

Lemma 3.3 II;(p; y, ¢) is concave in g.

Using the concavity given in Lemma 3.3, the unique solution of the optimal

quality level for the market capturing price setting which maximizes (3.4) is:

oml AR
M:oj)\R—Qaqzozﬂluz_ (3.5)
9 ’ 2a

Plugging the optimal quality level given in (3.5), into the market capturing
price and profit functions, the optimal values of the profit maximizer’s problem

is summarized as:

AR AR?Z C  MNRZ _ C) ;
24 2a u—A’ 4da w—A ZfR/\ < 2a

1,R—u—€/\,RA—%—a 0.W.

qip Py I (P, i) =

Corollary 3.3 ¢ is nondecreasing in A and R and non increasing in a.

The interpretation of Corollary 3.3 is: For the higher service reward values,
more customers decide to enter. To prevent the congestion of the system, the
profit maximizer provides service with higher quality levels. This is one of the

interesting results which we obtain in this research. Because, if there was no
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queueing effect in this problem, if the value of the service is high for a customer,
then he should choose to join the system even when the service quality level is
low. In this case, the service reward and the quality level would be inversely
proportional. However, since these systems involve queueing and the increase
in the service reward also increases the congestion level of the system (every
customer becomes more desirous to join when the service reward increases), the
profit maximizer must provide service with higher quality levels to deal with
this congestion. This also increases his profit, because a higher entrance price is
charged for higher expected service values. With a similar reasoning, an increase
in potential arrival rate causes an increase in the quality level. On the other
hand, since the value of the quality is inversely proportional with its unit cost,

the quality level decreases in unit quality cost.

3. If the profit maximizer decides not to serve all the potential customers, since the
waiting cost of the customer who joins is lower, the profit maximizer should set
a higher entrance price compared to the market capturing price. We denote this
price as the monopolistic price and label it with the subscript m. In this case,
customers join with the equilibrium joining probability expressed in Corollary

3.1.

The profit maximizer’s problem with this equilibrium joining probability is:

—(u _ chlp> — ag?. (3.6)

I (p, q) = (pAes? — ag®) = pA

Lemma 3.4 II;(p, q) is concave in p.

Using the concavity given in Lemma 3.4, the value of the monopolistic price
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of the Benchmark Model depending on the quality level is:

olli(p,q) CRq B CRq
oy 0= p (Ra—p? 0= p1.m(q) = Ry . (3.7)

Plugging this monopolistic price given in (3.7), into the equilibrium joining

/Cp
K=/ Rq

A

probability expression, we have: ai*(pim,q) =

Using these optimal joining probability and the monopolistic entrance price

the profit maximizer’s problem is rewritten as:

C
. [CRq\ 1\ T
I (p1m, @) = prmAaii—ag® = (Rq A\ q) A T —ag® = (v Rqp—VC)*—ag?

(3.8)

Lemma 3.5 II;(p; , q) is convex increasing in q.

Lemma 3.5 shows that: For the region where the cost of increasing the qual-
ity level by one unit is smaller than the unit increase in the profit maximizer’s

gain, the profit maximizer should increase the quality level as much as possible.

This means, the profit maximizer sets the service quality level to ¢, = 1

in the benchmark model when he sets the monopolistic price.

The optimal values of the profit maximizer’s problem in the monopolistic

case is:
CR 2
Q1m =1 Pim = R — 7 H1(p1,m,Q1,m) = (\/Ru — \/6> —a

The profit maximizer finds his optimal strategy by comparing his profit values under
three possible pricing cases. Assuming the positive profitability condition holds, he

sets the market capturing price and serves the whole market if his profit is higher
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compared to the profit of the monopolistic price case. Otherwise, he sets the monop-
olistic price and serves not all of the customers but some of them who join based on
the equilibrium joining rate. Unfortunately, since the profit functions have different
structures in these two pricing strategies, we cannot compare them. But under some

conditions we know which strategy is optimal.

Proposition 3.1 If p— A > @/QR#, then market capturing price strategy is optimal.

The interpretation of the result given in Proposition 3.1 is as follows: If the difference
between the server rate and the potential arrival rate is greater than the per unit gain
of the profit maximizer when he uses first order pricing, then it is better for him to

choose the market capturing case.

Proposition 3.2 If A > u, then the monopolistic price strategy is optimal.

The reasoning behind Proposition 3.2 is obvious. In this case, if all customers join the
system, then the queue length and the expected waiting time in the system increase

quickly (infinite queue), which negatively affects the utilities of customers.

3.2 The Model With Resolution

In Resolution Models, we assume that when the service failure occurs, customers re-
turn to the same system for service failure resolution.In this section, we analyze two
Resolution Models. So, in these models if a customer decides to join in the beginning,
she can not leave the system until she is successfully served. That is, in these models
a joining customer takes the service reward, R, for sure.

The thing which differentiates the two Resolution Models is the returning position of
the unsatisfied customers. In the first model, we assume that an unsatisfied customer
returns to the beginning of the queue, so she occupies the server until she is success-

fully served. In the second one, an unsatisfied customer is assumed to return to the
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end of the queue.
We represent the first Resolution Model, in which the unsatisfied customer returns to
the beginning of the queue for the resolution in Figure 3.2.

In order to analyze the individual, social and the profit maximizer’s problem, we

Figure 3.2: Graphical representation of the first Resolution Model

have to derive the total expected waiting time expression for this model. Since only
the satisfied customers leave this system, the server utilization is: py = ﬁ. The con-

ditional expected waiting time of a customer who finds ¢ customers in-front is:

(1)’

Now, we uncondition this waiting time as:

pg—A AN e
(MQ)(MQ)(Z+1) <E) T2 (ug— N2 (3.9)
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where E[W;,] represents the total waiting time that a customer waits in expectation
(considering his probable returns).

In the other Resolution Model, we assume that an unsatisfied customer returns to the
end of the queue. Here, we assume that the returns take place after a sufficiently long
time and that the returning customer finds the queue in a steady state. We represent
this model graphically in Figure 3.3.

The conditional waiting time of a customer who finds ¢ customers in-front in this

I A1-a)
- QIR0 —-

Aa(1-q)

Figure 3.3: Graphical representation of the second Resolution Model

model is:

141
1

E[W|i] =

We give the unconditional waiting time as:

i+l

E[W] = E[W]ilP(N = i) (1—p)p' =

pg— X\, A" =X pl¢ g
((+1) (=) =—5 - =
p(ugq) 11q 12q (pg— AP pg— A
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Since an unsatisfied customer waits this time until she is successfully served; i.e. 1/q

times in expectation, the total expected waiting time of a customer in this model is:

1 ¢ 1 |
E[Wy] = E[W]~ = -
Wil = BV ) = X0 = g

(3.10)

Proposition 3.3 The total expected waiting time of a customer, in the two Resolu-

tion Models are the same.

The interpretation of the result given in Proposition 3.3 is: Since the queue length
is assumed as unobservable, the position of a customer does not change anything.
The utilization level of the server, which depends on the effective arrival rate and the
service rate, is the only thing which affects the total expected waiting time. Since
the utilization level of these two models are equal, so are the total expected waiting
times.

We showed that the total expected waiting time of the two Resolution Models are the
same. Moreover, the expected rewards of a customer are the same in these models.
So these two models behave the same. Based on this result, from now on, we will

analyze a single Resolution Model.

3.2.1 Indiwidual Problem Of The Customers

We use the subscript 2 to denote the Model With Resolution. The individual utility

function of a customer in this model is:

C

(3.11)
Lemma 3.6 Us(«) is concave in a.

Corollary 3.4 The equilibrium joining probability of the customers for the Model
With Resolution is:

0, Rg <€

C
€eq __ Hra—F C C
Qy' = 4, E<R<uw
1, R>-C

Hg—X
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This result is very similar to the one given in Corollary 3.1 which presents the equi-
librium strategy of the Benchmark Model.

The equilibrium joining probability of the Model With Resolution is increasing in p,
R and ¢ and decreasing in A and C, as it is in the Benchmark Model.

3.2.2 Social Problem

The total expected utility function of the entire system in the Model With Resolution

1S:

Sa(a) = Aa[R — CE[W]] = Ss(a) = A {R - MCI—L/\OJ (3.12)

Lemma 3.7 Sy(«a) is concave in a.

Since the concavity holds, there is a unique probability value, «j, which maximizes

the social function given in (3.2):

Cu
Sy (a) 00 o 1=/ &
e 0=z —

oo

Corollary 3.5 The socially optimal joining probability of the Model With Resolu-

tion is:

Cugq
-V £ c
P, g = A<
1, 0.W.

The socially optimal joining probability of the Model With Resolution is increasing
in u, R and ¢; and decreasing in A and C' as in the Benchmark Model.
Observation 3.2: a5/ (q) > ai(q).

We present the numerical values of this Observation in Table Tab. B.2. For the
different model parameters since the numbers of the second column is at least equal
to or greater than the numbers of the third column, the result of this Observation

follows.
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This shows, adding a quality parameter in these two problems, and modeling them
with a service failure resolution alternative, does not change the result of individually

and socially optimal strategies differing from each other.

3.2.83  Problem Of The Profit Mazimizer

The problem of the profit maximizer for the Model With Resolution is:

IL(p, q) = pAagy! — ag® (3.13)

We analyze this problem based on the three equilibrium strategies stated in Corollary

3.4.

1. If (C/u) > q(R — p), since the expected utility of the customer is negative even

for the empty system, no customer joins.
To prevent losses, the profit maximizer sets the queue entrance price and
the quality level to 0: pa, =0, g2, = 0, s(pan, ga.n) = 0.
2. If the profit maximizer chooses to serve the whole market, a5’ = 1, he then
charges the market capturing price ps .

The market capturing price of this model which equates (3.10) to zero is :

C
Bg — A

pa(q) = R — (3.14)

The profit function with this entrance price and the equilibrium joining rate

18:

C
I (p2,x, g zp,A—GQQZA(R— )—aq2 3.15
2(P2.x; @) = P2 =\ (3.15)
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Lemma 3.8 IIx(p2.,, ¢) is concave in g.

So there is unique solution of this quality level which maximizes (3.15) as:

Olly(p2x,q)
dq (ng — A)?

Obtaining closed form expressions for the optimal quality level in this market

capturing case is complicated, but this problem can be solved numerically.

3. If the profit maximizer decides not to serve all potential customers, the cus-

tomers join based on the equilibrium joining probability given in Corollary 3.4.
The profit maximizer’s problem with this equilibrium joining probability is:

C
e — R, 9

I5(p, q) = (pAasy? — ag®) = pA -~ ag”. (3.16)

Lemma 3.9 Il,(p, q) is concave in p.

Corollary 3.6 The profit maximizer’s optimal monopolistic price as a function

of the quality level is given by:

pom(q) = R—y[— (3.17)
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We rewrite the profit function with this monopolistic price as a function of

q as:

Cpam 2
s (po.m, 4) = P2.m — ﬁ —ag® = (VEpg—VC) —ag®  (3.18)

Lemma 3.10 IIy(p2m, q) is convex in q.

As explained in Lemma 3.5, the optimal quality level of the profit maximizer
in this monopolistic price case is 1, assuming the positive profitability condition

holds; i.e. g2.m = 1.

The optimal values of the profit maximizer’s problem in the monopolistic

case 1s:

CR
Gom =1 pom = R— 7 H2<p2,m7QQ,m) = (\/ Ry — \/5>2 —a

3.3 The Model With Returns

In this model, we assume that an unsatisfied customer returns to the same system for
resolution. But in her returns, we assume that she decides in a myopic fashion. This
means she decides independent from her past experiences of the system, as if she was
a new customer for the system. The system also does not distinguish between first
time and resolution customers. So, when the service failure occurs, if an unsatisfied
customer decides to join the system for service failure resolution, she repays the
entrance price.
We represent the Model With Returns in Figure 3.4.

From the Figure 3.4, we observe that all of the unsatisfied customers return to

system, however they repetitively decide whether or not to join the system again, and
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‘I A(1-a)

Aa

) A0LG

Aa(1-q)

Figure 3.4: Graphical representation of Model with Returns

not all of the returning customers but some of them takes the resolution alternative
and re-joins the system.
3.3.1 Individual Problem Of The Customers

We use the subscript 3 to denote the Model With Returns. The individual utility

function of a customer in this model is:

C
ng + p(l = g)(1 —a) — A

Us(a) = R— CE[W] = Us(a) = Rq — (3.19)

Lemma 3.11 Us(a) is concave in a.

Corollary 3.7 The equilibrium joining probability of the customers for the Model
With Resolution is:

0, Rg<

0 ={ MR C_pio C

3 H—pg+A? I q Hg—A
c

1, Rq > a—

We interpret this result as in Corollary 3.1.
The equilibrium joining probability of the Model With Returns is increasing in p, R

and ¢ and decreasing in A and C, similar to other single stage models.
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3.3.2 Social Problem

The total expected utility function of the entire system in the Model With Returns is:

C

pg + p(l = g)(1 — @) = Ao
(3.20)

Ss(a) = Aa[Rq — CE[W]] = S3(a)) = A |Rq —

Lemma 3.12 S3(«a) is concave in a.

Since concavity holds, there is a unique probability value, aj, which maximizes the

social optimization function given in (3.20):

C
953(c) . PV
O = g + A

Corollary 3.8 The socially optimal joining probability of the Model With Returns is:

_./Cu -
.V Rg _ Cp
a¥ = p—ug+ro M4 A< Rq
5=
1 0.0.

?

The socially optimal joining probability of the Model With Returns is increasing in
i, R and ¢; and decreasing in A and C' as in the other single stage models.
Observation 3.3: a3’(q) > ai(q).

The numerical values of this Observation are given in Table Tab. B.3. From the
table values, we observe that the comparison follows, since the numbers of the second
column is at least equal to or greater than the numbers of the third column.

This shows that retaking the price from the returning customers does not change the

result of there is mismatch between the individual and social optima.

3.3.8 Problem Of The Profit Mazimizer

The structure of the problem of the profit maximizer is different in the Model With

Returns since the returning customers who decide to join the system for the service
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failure resolution repay the entrance price. Based on this difference, the problem of

the profit maximizer is derived in this model as:

I5(p, q) = p[Aas’ + p(1 — q)as’p] — ag” (3.21)

Aag?
ng+p(1—q)(1—ag?)

Using the equilibrium strategies given in the Corollary 3.7, we analyze the profit max-

where the server utilization is, p3 =

imizer’s problem for the Model With Returns.

1. If (C/u) > Rq, no customer decides to join.
The optimal model parameters in this case is summarized: ps,, =0, g3, = 0,
II3(p3.n; g3,n) = 0.
2. In the market capturing price setting, a3? = 1.

This minimum price which equates Equation (3.19) to zero is :

C
pg — A

p3a(q) = Rqg — (3.22)

Using the market capturing price given in (3.22), we rewrite the problem of

the profit maximizer as:

A C A
3(psp, @) = p3,,\g —aq® = (Rq - ) = —aq’ (3.23)
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Lemma 3.13 II3(ps,», ¢) is concave in q.

So there is a unique solution of this quality level which maximizes (3.23) as:

a1_[3(p3 )\,Q) (
N AU I VA ) NN + e Sl SAA
dq (ng — X)?q?

Similar to the market capturing price setting of the Model With Resolution,
problem of the profit maximizer can be solved numerically in the Model With

Returns.

3. The equilibrium joining probability, when the profit maximizer sets the monop-

olistic price, which is stated in the Corollary 3.7 is:

C
eq _ M Rep

(8% =
TR

Using this equilibrium joining probability, the utilization of the server is

obtained as:

B Aarg!

pg (1= g)(1 = o)

_ AMBeqp—pp-0C)
ARpug — App + Cp — Cug

p

So, the problem of the profit maximizer is rewritten as:

& C
H™Rep (1_q)“_m AMRgp —pp—C) 2

At p— pg At p—pg ARpg — Aup+ Cp — Cug
(3.24)

3(p,q) =p |A
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Lemma 3.14 Il3(p, q) is concave in p.

Then the optimal price value in this monopolistic price setting strategy is

given as:
OMy(p,q) _ ~ Cp—Cpug+ MRq — /Cu(A + p — pg)(C — Cq + ARq)
Ty T A

(3.25)

Plugging this optimal first order price expression in the profit function given
in (3.24), and analyzing the obtained function with respect to the quality level,
the optimal model parameters can be obtained. However, since the analysis of
the function with respect to quality level is analytically intractable, numerical
analysis will be used to compare the optimal model parameters of this model

with the other models.

3.4 Comparison Between Single Stage Models

In this section, we compare the performances of the three single stage models. The
equilibrium and the socially optimal joining probabilities and the optimal profit values
are the performance measures of the individual, social, and the profit maximizer’s
problem respectively.

We divide the comparison in two categories: The first category gives the so called
short term comparison. In the short term, we assume that the service quality level is
given and fixed. Since changing the quality level requires some time and investment.
We give the model comparison from the individual and the social viewpoint in this
category, since the service quality level is not a decision of these two problems. We
also give the pricing and profit comparison of the problem of the profit maximizer
when he uses the market capturing price and the monopolistic price strategies for

the given quality level. In the second category we present the long term comparison.
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The service quality level is a decision in the long term. So, in this category we give
the optimal service quality level, optimal price and the profit values of the problem
of the profit maximizer under the market capturing price and the monopolistic price
strategies. We compare the long term performances of the models based on the profit

values.

3.4.1 Short Term Comparison: Comparison For Given Quality Levels

e Equilibrium Joining Probabilities:

Proposition 3.4 For the given model parameters R, C, A\, u and ¢, the equi-

librium joining probabilities of the single server model are compared as:

< <ai’(q), A<pg
as’(q) < a51(q) < ai’(q), 0.w.

For the given model parameters, R, C, A\, p, and ¢, the joining decision
of a customer depends on the expected model reward and the total expected
waiting time. In the Benchmark Model, since the unsatisfied customers leave
the system the expected waiting time of this model is the lowest. This ex-
plains why a customer is most desirous to join the Benchmark Model although
with some probability she leaves the system without taking the service reward.
Between the Model With Resolution and the Model With Returns, the com-
parison follows based on a specific criterion. This criterion is interpreted as: If
g > A, the expected waiting time of the Model With Resolution is lower than
the Model With Returns, additionally the expected reward is higher in the first
one. This explains why the customers are more willing to join the system in the
Model With Resolution. So, for the low congested systems; i.e. lower arrival,
higher service rates, the Model With Resolution performs better compared to

the Model With Returns from the customer viewpoint.

e Socially Optimal Joining Probabilities:
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Proposition 3.5 For the given model parameters R, C, A\, u and ¢, the socially

optimal joining probabilities of the single server model are compared as:

a3(q) < a3(q) < ajlg), M<ugq

a;(q) < a3(q) < ai(g), 0.w.

The interpretation of this result is very similar to the one given in Proposi-

tion 3.4.

e Problem Of The Profit Maximizer - Market Capturing Price:

Proposition 3.6 For the given model parameters R, C, A, i, a and ¢, the com-
parison between the market capturing price and profit values as functions of the

service quality levels of the single server models is:

1

2,A(Q) < 1,)\(Q)7 c% < (eg—N) (n—N)

p3a(q) <p p
P3(q) < pia(q) < p2a(q), 0.w.

HQ,A(Q) S Hl,)\(Q)a (/% S m
1 a(q) <Tlaa(q), 0.W.

3 x(q) < Tl a(q)

In the market capturing price strategy, all the potential customers join the
system. Since in the Model With Returns, all unsatisfied customers decide to
join again, the expected waiting time of this model is the highest. Additionally
since the returning customers repay the entrance price for this congested sys-
tem, profit maximizer must charge the minimum price to make the customers
decide to join. Since the entrance price is the lowest, so is the profit.

The comparison between the other two models, The Benchmark Model and the
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Model With Resolution depends on the model parameters. The given condition
shows the situations in which per unit gain of a customer is smaller than her
additional waiting cost. Namely, if the expected reward of a customer when she
returns to the system is smaller than the additional waiting cost that her return
creates, it is better for the profit maximizer not to accept this customer in the
system.

So, we conclude that in the short term, since the profit maximizer cannot change
the service quality level, the waiting cost is the most important criterion to
decide on which model to choose. In the Model With Returns, although he
recharges the price to returning customers, since these returns increase the wait-
ing costs by creating congestion, the profit maximizer has lower profit in this
model. That is, for the conditions stated in Proposition 3.6, it is better for the

profit maximizer when the customers choose to leave the system.

e Problem Of The Profit Maximizer - Monopolistic Price:

Proposition 3.7 For the given model parameters R, C, A, u, a and ¢, the com-
parison between the monopolistic price and profit values as functions of the

service quality levels of the single server models is:

pl,m(Q) S plm(‘])

M (q) = Ham(q)

From this comparison we conclude that the profit maximizer takes equal
profits from the two models, The Benchmark Model and The Model With Re-
turns, by optimizing the equilibrium joining probabilities. The equilibrium join-
ing probability is lower in the Model With Resolution. Since the joining rate is

higher in the Benchmark Model compared to Resolution Model, i.e. aj? > a5’
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the profit maximizer optimizes his profit by decreasing the entrance price in the

Benchmark Model.

However, we cannot have the exact comparison between the Model With
Returns and the other two single stage models, as we cannot obtain closed form

expressions for the Model With Returns in the monopolistic price case.

3.4.2  Long Term Comparison: Comparison When The Quality Level Is A Decision

e Problem Of The Profit Maximizer - Market Capturing Price:

Proposition 3.8 For the given model parameters R,C,\, u and a, the com-
parison between the optimal service quality, market capturing price and the

profit values of the single server models is:

G3xn < qax 3y < poy 13\ <1l

Proposition 3.9 If R\ > 2a, then:

G < qix P2y <pia Iy <1y

Observation 3.4: If R\ < 2a, then II; , <IIy ).

For the numerical values of this Observation please see Table Tab. B.4. From
the values of this table, we observe that the profit of the third column is at least
equal to or greater than the values of the second column which shows the result

of this Observation.

In the long term comparison we conclude that by optimizing the quality
level, it is better for the profit maximizer to not to loose the customers; i.e. the
profit value of the Benchmark Model is lower than the Model With Resolution.
The comparison between the Benchmark Model and the Model With Returns
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is done in two cases. The first case; RA > 2a, is given in Proposition 3.4, rep-
resenting the conditions where it is optimal for the profit maximizer to provide
perfect quality service in the Benchmark Model. The comparison between these
two models is given numerically in Observation 3.4, where R\ < 2a representing
the conditions where providing service with interior quality levels is optimal for

the profit maximizer.

e Problem Of The Profit Maximizer - Monopolistic Price:

Proposition 3.10 For the given model parameters R, C, A, x and a, the com-
parison between the optimal service quality, monopolistic price and the profit

values of the single server models is:

d1,m = 492.m Pim < P2.m Hl,m = H2,m

We interpret the result given in the Proposition 3.10 as: When the profit
maximizer sets the monopolistic pricing strategy, he can optimize his profit sim-
ilarly in the Benchmark Model and Model With Resolution, since by changing

the price he also changes the equilibrium joining probability.

3.5 Discussion
In this section we summarize our results.

e The relation between the optimal service quality level and the other model

parameters is:

In the Benchmark Model, it is increasing in R and A, decreasing in a, and
independent from g and C: When the service value increases, more customers
decide to join, the optimal action of the profit maximizer in this case is increasing
the quality level. Since all of the customers leave the system, the optimal quality

level does not affect the waiting cost.
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In the Model With Resolution, it is increasing in ', decreasing in a and g
and independent from R: Since only the satisfied customers leave the system, the
optimal quality level affects the waiting cost. If the unit waiting cost increase,
or the server rate decrease the service provider must provide service with higher
quality levels. The optimal quality level is inversely proportional to the unit
cost of the quality. All the customers are assumed to receive the service reward,

so it does not affect the optimal quality level.

In the Model With Returns, it is increasing in R and C, and decreasing in
a and p: The dependance is very similar to the Model With Resolution except
the dependence on the service reward. In the Model With Returns, since only
the satisfied customers take the service reward, when this reward increases,
customers are more willing to join and in this case the service provider must

increase the service quality level to prevent the congestion of the system.

e Short term performance comparison:

For the social and individual problem the comparison highly depends on
the waiting time criteria. Because for this problem, there is no other model

parameter that an individual or the social planner can change.

The Benchmark Model, which assumes that the unsatisfied customers are

lost, is better from the individual and social viewpoint.

For the problem of the profit maximizer, the right of changing the entrance

price decreases the waiting time effect.
Resolution Models can perform better compared to the Benchmark Model
depending on the model parameters.
e Long term performance comparison:

Since the service provider has a power of changing the service quality level,

the waiting time effect is decreased compared to given service quality level.
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The Resolution Model is always favorable to Benchmark Models; in the
long term, it is optimal to provide resolution to the customers for the profit

maximizer compared to losing them.

e The Comparison Between The Models Capturing the Returns of the Customers:

For the market capturing pricing case, since all the returning customers are
assumed to join the system, the Resolution Model performs better compared to
Model With Returns. Retaking the price is not an optimal action in this case
for the profit maximizer: He must charge a low price, since he recharges it for

the same waiting cost and lower expected reward.

For the monopolistic price case, we can not obtain an exact comparison.
Since the equilibrium joining probability, entrance price and the service quality
level all change in this case, the comparison between the models depends highly

on the model parameters.

Before closing this section, by interpreting the model results, we decide to ignore
the Model With Returns, in the next chapters. This is because from our analysis given
in this section, we conclude that, obtaining closed form expressions and theoretical
results are hard in this model. Besides, we also show that the other model, namely
the Model With Resolution, which also analyzes the second service failure resolution
alternative, performs better not only from the individual and social viewpoint, but
also the profit maximizer’s viewpoint in the market capturing setting. Besides there
is no exact superiority between the two models for the monopolistic pricing case of

the profit maximizer’s problem.
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Chapter 4

TWO SERVER MODELS

Many service systems are multi-stage systems which include many servers within.
These systems have some advantages compared to single stage systems. First, since
there are many servers in the system, the expected waiting time of a customer is
lower compared to the single stage system, assuming the service rates of all of the
servers consideration are the same. Also, multi-server systems can offer different
service failure resolution alternatives to the customer. If there is a unique server in
the system and the service provider aims to offer resolution to the customers in order
not to lose them, then the only resolution alternative that he can provide to customers
is re-servicing them (accepting the returns of the customers). However, since there is
a unique server which provides service with a fixed service rate, these returns of the
unsatisfied customers generate congestion in the system. On the other hand, besides
accepting the returns of the customers, the escalation alternative can be used as a
service failure resolution in the multi-stage systems.

The multi-stage systems can be classified in two main categories. The first one covers
the tandem like sequential servers. In this type, there are many servers providing
sequential service in the system. As a service discipline, a customer cannot go through
the service in higher level of servers before finishing his service in lower server levels,
assuming priorities are forbidden, in this type of systems. Such multi-stage systems
can be labeled as an Escalation Systems, and if a service failure occurs in lower
level of servers, the customers who are subjected a service failure can be escalated to
higher server levels as a resolution alternative. The second type is the Parallel-Stage
Systems which include many servers, providing simultaneous service. In this second

multi-stage system type, similar to single-stage systems, the unsatisfied customers
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who are subjected to a service failure can be re-serviced as a resolution.

However, analyzing the multi-stage systems can be intractable and complicated. In
the queueing literature, analyzing such multi-stage systems, decomposition procedures
are generally used. That is, rather than analyzing the system as a whole, we can
decompose this system into smaller parts and then combine the results coming from
the analysis of the small systems. Additionally, the decomposed parts of the large
systems clearly represent the system as a whole, assuming the decomposed parts are
identical. So, if we aim to reach general conclusions about the comparisons on the
performances of different system types, we can generalize the results obtained from
the analysis of the decomposed parts.

Based on this, we work on the smallest multi-stage systems which is the two-stage
(two-server) systems in this chapter. We compare the performances of these systems
with the single-stage systems which are analyzed in the previous chapter. As before,
we analyze the three problems: Individual problem of the customer, social problem
and the problem of the profit maximizer.

For the two-stage models, we first analyze the two-sequential-server models which
are labeled as the escalation models. In the escalation models, in order to resolve
the service failure problem, the customers who leave the first server unsatisfied, are
escalated to the second server in the same system. We work on the two different
escalation models. The first one is the Simple Escalation Model which assumes that
the two servers of the system are identical; i.e. unit reward, unit waiting cost, server
rate and the service quality level of the two server are the same. The only difference
between the two servers is the arrival rate; i.e. since some of the customers leave the
system by receiving a satisfactory service from the first server, the arrival rate of the
second server is lower. In the Simple Escalation Model, since the second server can be
failed; i.e. it provides service with ¢ quality units where 0 < ¢ < 1, this system can be
compared with the Benchmark Model of the single-stage part (Some of the customers
can leave these systems unsatisfied). The second model is the Perfect Escalation

Model. We assume that in the Perfect Escalation model, the unsatisfied customers
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coming through the first server, are successfully served for sure in the second server.
Thus, the Perfect Escalation Model is similar to the Model With Resolution; i.e. all
the customers leave the system satisfied. In the Perfect Escalation Model, not only the
arrival rates, but also the quality levels of the two servers of the system are different;
i.e. the first servers provides service with ¢ units, but the second one provides perfect
quality service.

As another two-server model, we analyze the Two-Parallel Server Models. In these
models, there are two identical servers, which simultaneously provide service. The first
Two-Parallel Server Model is very similar to the Benchmark Model which we analyze
in the previous chapter. Because, we assume that the customers who are subjected
to a service failure from any of the two parallel servers leave the system without
receiving the service reward as in the Benchmark Model. These unsatisfied customers
are assumed to go to another system for the resolution. For this reason, we label
this model as the Two-Parallel-Server-Benchmark Model. The other model which we
analyze in these two-parallel-server models section is the Two-Parallel-Server Model
With Resolution. As stated in single stage models, the unsatisfied customers who
return to the system for the service failure resolution join the system for sure; i.e.
they do not take any repetitive decision of whether or not to join and do not repay
in their repetitive visits. So, a customer cannot leave the system without taking the
service reward in the resolution models. In the previous chapter, in Model With
Resolution section, we showed that the strategy of the customer is not affected by the
queueing discipline. That is, since the unobservable queue length conditions hold, the
expected waiting time of the customer will be the same when he returns to the end of
the queue and the beginning of the queue for the resolution. The only parameters that
affect the expected waiting time are the effective server rate and the arrival rate, not
the position of the returns. So for the resolution alternative, we analyze one model.
On the other hand, in the previous chapter, we conclude that the performance of the
Model With Returns, which assumes that the unsatisfied customers make memoryless

returns to the system and take myopic decisions of whether or not to join, is worse
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compared to the Model With Resolution, assuming all the customers decide to join
the system. This shows, when the service rate is high so that the market capturing
pricing strategy is optimal, The Model With Resolution is more profitable compared
to the Model With Returns as a system design for the profit maximizer. Based on
this, to model the service failure resolution alternative of coming back to the same
system, we use the Two-Parallel-Server Model With Resolution, and ignore the T'wo-
Parallel-Server Model With Returns.

In the end, to combine our analyses of the Two-Server-Models with the analyses of
the Single-Server-Models presented in the previous chapter, we use the Benchmark
Model and the Model With Resolution with a double server rate; i.e. there is a single
server who provides service with the rate 2.

We compare these models, based on the equilibrium and the socially optimal joining
probabilities of the individual customer and the social problem and the profit of
the profit maximizer. To make the comparisons fair, we divide the models into two
groups: The first group includes the Simple Escalation Model, Two-Parallel-Stage-
Benchmark Model, and the Benchmark Model With double-server-rate. The second
group covers the perfect escalation model, two-parallel-stage-model with resolution
and the resolution model with the double-server-rate.

We give all the Proofs of the Lemmas, Corollaries and Propositions corresponding
this chapter in Appendix A.3. For the Observations of the Numerical Studies of this
Chapter, you can see Appendix B.2.

4.1 Escalation Models

The motivation behind these models is: The customers who experience a service fail-
ure in the first stage of the system can be escalated to the higher level of server for
service resolution. Based on this motivation we work on two different escalation (2-
sequential stage) models. In the first model, Simple Escalation Model, the customers
who leave the first stage unsatisfied by experiencing a service failure, go through the

queue in front of the second stage and wait to be served. However, in the second stage,
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there is still a probability of a service failure. So, some of the customers leave this
2-sequential stage system, without taking the service reward. In the second model,
Perfect Escalation Model, we assume that if a customer experiences a service failure
in the first stage, he is escalated to the second server which provides a perfect quality
service. So,the customer is successfully served in this system for sure. These two

models are represented graphically in Figures 4.1 and 4.2 respectively.
The scenario of the Simple Escalation Model given in Figure 4.1 is summarized
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Figure 4.1: Simple Escalation Model
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Figure 4.2: Perfect Escalation Model

as: Customers arrive to the system according to a Poisson process with rate A. By
comparing the expected service value with the total expected waiting cost they decide
whether or not to join. The joining probability is «, so the joining rate is Aa. The

ones who decide to join, wait in front of the queue of the first server. Some of these
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customers with probability ¢, receive satisfactory service in the first server and leave
the system, so they do not need any service failure resolution. While the others with
probability I-¢, are subjected to a service failure, and join the queue in front of the
second server for the resolution. However since this second server also provides service
with ¢ units of quality, there is still a service failure probability, hence the customers
with rate Aa(1 — ¢)? leave the system unsatisfied. And the remaining customers with
rate A\ (1 — ¢q)q leave the system satisfied by receiving a good service from the second
server.

The scenario is very similar in the perfect escalation model given in Figure 4.2. The
difference is the following: The server in the second stage provides perfect quality
service, so customers who join the second stage receive a satisfactory service and take
the service reward for sure.

We denote these escalation models with the subscript 4, since these are the fourth
model that we analyze in this thesis. In order to show the Simple and Perfect Es-
calation Models, we use subscripts 4,n and 4, g respectively. We use these notations
because the quality of the service in the Simple Escalation Model is not guaranteed
whereas in the Perfect Escalation Model it is.

In this section we analyze the individual problem of the customers, social problem and

the problem of the profit maximizer for both of the escalation models respectively.

4.1.1 Individual Problem of the Customers

Customers decide based on their utility functions. In this section, to simplify our
analysis, we assume that the model parameters Ry, C}, up where k = 1,2 are equal
for the two servers in Figures 4.1 and 4.2.

For the Simple Escalation Model, we assume that the service quality levels of the two
servers are equal; i.e. each server provides service with ¢ units. What differentiates
the two servers is the congestion levels of the servers; since some of the customers
leave the system by receiving a satisfactory service from the first server, the arrival

rate of the second server is smaller.
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The utility function of the individual of the Simple Escalation Model, U, () is:

Uin(a) =Y Re(1—q)" g =Y Ce(1 - ¢)* ' E[Wi] - p

B
Il o
—

c C(l—gq)

p—da p—da(l-q) * 4y

= Rq+ Rq(1 —q) —

Lemma 4.1 U,,(«) is concave in a.

Using the concavity given in Lemma 4.1, the equilibrium joining probability of the

problem of the individual customer for the Simple Escalation Model is derived as:

0, LD > Rg(2—q)—p
Q) = 0l ) G0 <Rz g p<CED (1
_ ) — C(2—q)
1, Rq(2—q) —p> ==
where
0l (= 200+ p2=0)IRe2 =) =Pl + VAC2(1 - q)? + 2¢*R?(2 — ) + p2pg?(p — 4Rq + 24°R)
it ) = 2A(1 - q)[Rq(2 — q) — p]

(4.3)

The subscript int is used for the interior probability levels 0 < a._;,; < 1.
The utility function of a customer of the Perfect Escalation Model depending on the
joining probability, Uy 4(cv), is written as:
2 c C(1—q)
U. =R—>» Ci(l—q)" 'EW)]—p=R- —

k=1

—p (44)

Lemma 4.2 U, ,(«a) is concave in a.

Since the function given in (4.4) is concave, the equilibrium joining probability of

customers of the Perfect Escalation Model is derived as:
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ai?g(@ = Ozi?gimt(q% @ <R-p< u% n ﬁ(;(f)q) (4.5)
— _c C(1-q)
L, R-p> 5+ 500
where
ot (= 2000 —pR (R —p) + VACHL =g (R p)
o A1 —q)(R—p) L4

. . eq eq
Proposition 4.1 oy, < o ,.

The interpretation of the Proposition 4.1 is as follows: Although the total expected
service time expressions of the two models are the same, the service value of the
Perfect Escalation Model is higher. This explains why the customers are more willing

to join the system in the perfect escalation model.

4.1.2  Social Problem

The objective of the social planner is to maximize the total expected utility function
of the social system. For the Simple Escalation Model, the total expected utility

function of the social system, Sy, (), is written as:

Syn(@) = A (Rq + Rq(1 —q) — . _CM - _Cila(_lqz q)) (4.7)

Lemma 4.3 S, ,(a) is concave in a.

Using the concavity given in Lemma 4.3 and denoting the interior socially optimal
joining probability with aj, ,.,(q), the socially optimal joining strategy of this Sim-

ple Escalation Model is summarized as:

) p_int(Q), it 0<aj, ..(q) <1

oW

The total expected utility function of the social system in the Perfect Escalation

Model, Sy (), is written as:
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Sigla) = Ao (R _ ¢ C(1-q) >

p—Aa p—a(l—q)

Lemma 4.4 S, (o) is concave in .

Since the concavity follows, there is a unique interior socially optimal joining prob-
ability which can be derived from the first order conditions. Assuming this interior
joining probability is,a} , ;..(q), the socially optimal joining strategy for this Perfect

Escalation Model is summarized as:

az,g—int(q)7 if 0 S az,g—int(q) <1

1, ow

ag4(q) = (4.10)

g * *
Proposition 4.2 aj , < aj .

The interpretation of Proposition 4.2 is very similar to Proposition 4.1.

Before going through the problem of the profit maximizer, we give the numerical
comparison between the equilibrium and the socially optimal joining probabilities of
the escalation models.

Observation 4.1. af, (q) > o ,(q), and o’ (q) > o} ().

We present the numerical analysis of Observation 4.1 in Table Tab. B.5. By compar-
ing the values of the second and the third columns, additionally the fourth and the
fifth columns of this table, this result can be observed.

The result of the Observation 4.1. is interpreted as given in the previous chapter.
The customers are more desirous to join the system, but in the social system, to
prevent the congestion, the social planner optimizes the system; i.e. maximizes the
total expected utility function of all of the customers, by accepting lower number of

the customers.

4.1.3  Problem of The Profit Maximizer

In this chapter, in all of the analyses considering the problem of the profit maximizer

we assume that the profit maximizer charges the minimum entrance price for two
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reasons. First, in our single stage analysis given in the previous chapter, we conclude
that it is optimal for the profit maximizer to set the minimum entrance price and
serve the whole market, if the server rate is high enough. Since in this chapter, we
work on Two-Server Systems so the service rate of the system is higher, assuming the

fixed arrival rate, it is possible to use this result.

Corollary 4.1 If setting the market capturing price, when the server rate is pu, is
optimal for the profit maximizer, then it is also optimal when the server rate is p+e,

where € > 0.

The second reason for using this assumption is the theoretical constraints. For the
Escalation Models, we fail in showing the concavity of the profit function of the profit
maximizer when he charges the monopolistic price. Since the profit function is not
concave under monopolistic pricing strategy, we cannot have a unique optimum.

We first analyze the problem of the profit maximizer for the Simple Escalation Model.
Assuming the positive profit condition holds, based on the market capturing price
setting, the equilibrium joining probability of the customer is: o’ = 1. Using this
equilibrium probability and equating (4.1) to 0, the market capturing price of the

Simple Escalation Model is found as:

¢ C(1-q) B
p—Aa  p—Aa(l—q)

Rqg+ Rq(1 —q) — p=0=

¢ Cll-g)
p—=XA p=XAl-9q)

Using the market capturing price given in (4.11), the profit function of the profit

Pan(q) = Rq+ Rq(1 —q) — (4.11)

maximizer 1S written as:

C C(1-q)
H n = A o n - 2 2 — A R R ]- - - - - 2 2'
an(q) Qg D, (9) aq q + Rq( 9) p—A p—A1-gq) "
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Lemma 4.5 1I,,(q) is concave in q.

Based on the concavity given in Lemma 4.5, the fact that the first order condition
suffices follows. The profit of the profit maximizer is found by plugging the interior
quality level in the equation (4.12).

The market capturing price of the Perfect Escalation Model, which equates (4.4) to
0, is:

i oy i B C C(1—q)
)_p_0:>p4,g(Q)—R_M_)\_u—)\(l—Q)

Using the price given in (4.13), the profit function of the profit maximizer of the

R

_ — 4.13
w—Aa  p—Aia(l—gq (4.13)

Perfect Escalation Model is derived as:

e C C(1 -
Mg(q) = Ayt pag(q) —ag® —a= X |R— i —(A(l ?q) —aq® —a. (4.14)

Lemma 4.6 II,,(q) is concave in q.

Since the concavity follows, we find the interior quality level using the first derivative
function, and calculate the profit of the profit maximizer by plugging this quality level
into (4.14).

We close this section, by comparing the performances of the Simple Escalation and
Perfect Escalation Models from the profit maximizer’s perspective. We first provide
the short term comparison, where the profit maximizer decides only on the entrance
price for the given service quality level. We then present the long term comparison,
where the problem of the profit maximizer includes two decision parameters: price

and the service quality level.

Proposition 4.3 In the short term, for the given model parameters, R, C, a, q, A
and L,
-Pricing Comparison: py4(q) > pan(q).

-Profit Comparison:
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We interpret Proposition 4.3 as: For the same waiting costs, since the expected reward
of the Perfect Escalation Model is at least equal to or greater than the expected reward
of the Simple Escalation Model, the profit maximizer charges a higher price in the
former one. We conclude that the profit comparison between these models depends
on the parameters, i.e. if the excess revenue of the firm exceeds its cost by increasing
the quality level then the profit maximizer has higher profit in the Perfect Escalation
Model.

Proposition 4.4 In the long term, for the given model parameters, R, C, a, A and
s
-Quality Level Comparison: qj , < qj ,,-
-Pricing Comparison:
p* > p* Zf i > d4,n—Aq4,g
49 = Pdn Cp = (1=q4,n)? (=AM +Aq4,g) (L—A+Aqa,n)

* *
Pig < Din o0.w.

Proposition 4.4 presents the following: Since the second server provides perfect quality
service in the Perfect Escalation Model, the profit maximizer optimizes his profit by
decreasing the quality level of the first server; i.e. the cost of the quality of the second
server is high. The pricing comparison between the escalation models depends on the
model parameters, i.e. if the ratio between the unit reward and the unit waiting cost
is higher than the differences between the quality levels of the models, then the profit
maximizer sets a higher price in the Perfect Escalation Model. But the profit is not
comparable between the two models, since the price and the cost of the quality highly

depend on the parameters.

4.2 Parallel Server Models With Two Servers

In this section we analyze two different parallel server models each having two servers.
We assume that there are two identical servers in the system each simultaneously pro-

vides service with the service quality level, g.
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The first parallel server model that we analyze in this section is the Two-Parallel-
Server Benchmark Model. This model is represented in Figure 4.3. We denote this
model with the subscript 1, v, where 1 denotes that the model is benchmark type and
v is used to denote the parallel servers. The scenario of this model is: A customer
who decides to join the system, is served by one of the servers, after she waits for
some time in the queue. If she receives a satisfactory service, she leaves the system
by receiving the service reward. Otherwise, if she is subjected to a service failure, she
leaves the system without taking the service reward, and goes to another system for
the resolution.

The other parallel server model is the Two-Parallel-Server Model with Resolution.
This model is represented in Figure 4.4. We denote this model with subscript 2, v,
since the model is resolution type and v is to show that it is parallel.

In order to analyze the individual problem of the customers for these parallel server

Queue

Figure 4.3: Two-Parallel Server Benchmark Model

models, we first give the expected waiting time expression of this parallel server model
with two servers; i.e. M/M/2.

Since there are two servers in the system each providing service with rate p, the uti-
lization of the Two-Parallel-Stage Benchmark Model is: p1, = A/eu = A\/2u. The

steady state probability of having no customers in the system, Iy, is:
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A(1-a)

ra(1-q)

hoq

Queue

Figure 4.4: Two-Parallel Server Model with Resolution

1 —1
(cp)t | (cp)® 1 _ 2=
k! cd 1—p 21+ A

[

HOZ

(4.15)
k=0
The steady state probability that a customer has to wait in the system, II.; is (since

there are at least ¢ customers in the system):

o (cp) N
. = 1. = I, = 4.1
“* kzz: A=) T p2p+ ) (4.16)

The average waiting time in the queue, E[W], is:

p _ N
N2 = Nt N (.17

The average waiting time in the system, E[W], is the total of average waiting time

W:

in the queue and average service time:

— 1 4u

The above results are basically the known derivations of basic M/M/2 queues with
p = A/2u. For the Two-Parallel-Server Model With Resolution, since the unsatisfied

customers do not leave the system, the utilization of this system is : py, = ﬁ. Using
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this utilization level the waiting time expression derived in (4.18) is modified for this

resolution model as:

4p

We analyze the individual problem of the customers, the social problem and the
problem of the profit maximizer using the total waiting time in the system expressions
given in (4.18) and for the benchmark and the resolution type parallel server models

respectively.

4.2.1 Individual Problem of the Customers

The utility function of an individual for the Two-Parallel-Server Benchmark Model,

Ul,u(a>a is:

4Cu

(4.20)
Lemma 4.7 U, ,(«) is concave in a.

Since the concavity follows, the equilibrium joining strategy of this model is derived
as before. However, the interior equilibrium joining probability is analytically in-

tractable.

0, % > Rq—0p
Oéi?l,(Q) = ai?y—int(Q)a % S Rq - P S %20_% (421)
]-7 Rq - D > 4;26;/&2

For the Two-Parallel-Stage Model With Resolution using the waiting time expression

given in (4.2) the utility function of an individual, Us (), is:

4Cu

Ug,u(a):R—CE[W]—P:R—m—

P (4.22)

Lemma 4.8 U, ,(«) is concave in «.
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Based on the concavity given in Lemma 4.8, the equilibrium joining strategy of this

model is obtained as previous models.

07 % >R — P
ag?l’(q) - ag?u—int(Q)7 % S R -Pp S 4u24qc—2!i)\2 (423)
L R—p> gt

The interior equilibrium joining probability expressions of the parallel server models
can not be stated in closed form. However using their first order conditions, the com-

parison can easily be given.

) eq eq
Proposition 4.5 a;, > ay,,.

Proposition 4.5 can be interpreted as follows: Although, the expected reward of the
Two-Parallel-Stage Model With Resolution is higher compared to Two-Parallel-Stage
Benchmark Model, since in expectation the customers wait a longer time in the former
one, they have a lower probability to join the system. This comparison shows the effect

of expected waiting time on individual decision strategy.

4.2.2  Social Problem

The total expected utility function which the social planner optimizes in the Two-

Parallel-Server Benchmark Model, Sy, («), is:

4Cu

SLV(Oé) = )\Oé Rq — m

(4.24)
Lemma 4.9 S;,(«a) is concave in a.

Since the social function of the T'wo-Parallel-Server Benchmark Model is concave (as

in Lemma 4.9), we characterize the socially optimal joining strategy of this model as:

* Of{,y—in (Q)7 0 S 0[{, —in (q) <1
o, (q) = t print (4.25)

1, oW
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For the Two-Parallel-Stage Model With Resolution, the total expected utility func-
tion, Sy, (), is:

(4.26)

Sa (@) = Ao {R ACH }

o 42 — N2

Lemma 4.10 S, ,(«) is concave in a.

Since the concavity follows, the characterization of the socially optimal joining strat-

egy of the Two-Parallel-Server Model With Resolution is:

* a3 v—in (q)7 0 S a5 —in (q) <1
a3, (g) = M Bpint (4.27)

1, ow

Similar to the interior equilibrium joining probabilities, the interior socially optimal
joining probabilities can not be presented in closed form, where comparing the first

order conditions is straightforward.
Proposition 4.6 o] , > a3 .

The interpretation of Proposition 4.6 is very similar to that of Proposition 4.5.

We close this section, by giving the numerical comparison between the equilibrium
and socially optimal joining probabilities of the parallel server models.
Observation 4.2. of’ (q) > o ,(¢q), and a3’ (q) > a3, (q).

Please see Table Tab. B.6 for the numerical values of Observation 4.2. Since the
values of the second column of this table is at least equal to or greater than the values
of the third column and the values of the fourth column is at least equal to or greater
than the values of the fifth column, the result stated in Observation 4.2 follows.

The result that the Observation 4.2 presents is the same with our earlier analysis and

Naor [30] presents.
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4.2.3 Problem of The Profit Maximizer

For the Two-Parallel-Server Benchmark Model, the market capturing price depending
on the quality level, p; ,(¢), which equates the utility function given in (4.20) to zero is:

4Cu
(q) = Rg— —— 4.28
D1, (Q) q 4N2 — A2 ( )
The profit function of the profit maximizer with this entrance price is:
4C
_ 2 _ 2
HLy(q) = )\pL,, — 2aq = A {Rq — m} — 2aq (429)
Lemma 4.11 II; ,(¢) is concave in g.
Corollary 4.2 qj , 1s:
AR
o=l 4.30
QLV 4@ ( )

Using the optimal service quality level stated in Corollary 4.2, the optimal market
capturing price and the profit value of the profit maximizer of the Two-Parallel Server

Benchmark model is respectively given as:

4Cu AR? 4Cp

1w = Ry — = — 4.31
D1y a1, 4#2 — )2 4da 4Iu2 — )2 ( )
A R? AMuC
* 2
I, = Ap1, — 2a(q1)” = S0 e (4.32)

Using (4.32), we conclude that the profit value of the profit maximizer in Two-Parallel-
Stage Benchmark Model is increasing in R, and decreasing in a and C.

The market capturing price of the Two-Parallel-Stage Model With Resolution, which
equates the (4.22) to zero is:

4Cu

- " 4.33
A4p2q? — N2 ( )

pou(q) =R

The profit function of the profit maximizer with this entrance price is:
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4C
_ 2 _ 2
HQ,V(Q) - )\p2,y - 2aq = )\ |:R — m} — 2aq (434)
Lemma 4.12 II, ,(q) is concave in g.
Corollary 4.3 ¢;, is:
A2 + /8Cu3\
G, = o (4.35)

As seen in Corollary 4.3, the optimal service quality level of the Two-Parallel-Stage
Model With Resolution, is directly proportional with A and C, and inversely propor-
tional with a and u. Additionally, the optimal service quality level is not affected by
the change in the service reward. The interpretation behind the relation between the
model parameters is: When the arrival rate to the system or the cost of waiting in
the system, increases the profit maximizer must provide service with higher quality
levels. On the other hand, when the service rate increases, since the total expected
waiting cost in the system decreases, the profit maximizer can set the quality level
to lower values to decrease the cost of the quality. When the unit cost of the qual-
ity increases, all the other parameters being the same, the profit maximizer lowers
the service quality level to decrease his investment in the quality. Finally, since all
the customers receive the service reward in this resolution model, the optimal service
quality level is not affected by the change in the service reward.

Using the optimal service quality level stated in the corollary 4.3, the optimal market
capturing price and the profit value of the profit maximizer for the two-parallel server

model with resolution is:

ph, = R— | o (4.36)

3
[acha N4 y/55E
5, = Ap2, — 2a(Q2,u)2 = R\ — p ¢ a o2 (4.37)

From Equation (4.36), we conclude that the optimal market capturing price is in-
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creasing in R, A and g and decreasing in C' and a. The profit function of the profit
maximizer expressed in (4.37) shows that the profit value is increasing in R and p
and decreasing in a and C.

Before closing this section, we give the short term and the long term comparison of

the problem of the profit maximizer of the Two-Parallel-Stage Models:

Proposition 4.7 In the short term, for the given model parameters, R, C, a, q, A
and p we have the following comparison for the short term price and profit values:

-Pricing Comparison:

. 3
pl,u(Q) Z Q,V(q) Zf (4#2;S€§2)((1z;§),)\2) Z R

ply(Q) < Q,V(Q) 0.W.

-Profit Comparison:

. > 3
Hl,u(Q) Z HQ,V(Q) Zf (4/12;26?52)((142%)_)\2) Z R

I, (q) <1ls,(q) 0.W.

We summarize this result corresponding to the short term comparison as: For given
service quality levels, the expected service reward is higher in the Resolution Model
compared to the Benchmark model. On the other hand, the expected waiting cost
is higher in the Resolution Model. Since the market capturing price is the difference
between the expected service reward and the expected waiting cost, the pricing com-
parison between the Two-Parallel-Server Models depends on the model parameters.
Since the arrival rate to the models and the cost of the quality of the models are the

same, the profit comparison depends on the pricing comparison.

Proposition 4.8 In the long term, for the given model parameters, R, C, a, A and
w, if R\ > 4a

-Quality Level Comparison: ¢f , =12 g3,

-Pricing Comparison: pj , > p3,

-Profit Comparison: 117 , <15 ,
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The interpretation behind Proposition 4.8 is: Depending on the model parameters;
R, X and a; if the profit maximizer must provide perfect quality service in the Bench-
mark Model, not to lose many customers, then he charges higher price in this model
compared to the Resolution Model, since the optimal service quality level is higher
in the former one. However, based on the higher cost of quality, the optimal profit is
lower in the Benchmark Model.

For the cases, where the profit maximizer provide service with interior quality levels,
in the Benchmark Model, i.e. R\ < 4a, we give the comparison between the model
parameters numerically.

Observation 4.3. In the long term, for the given model parameters, R, C, a, A and
i, if R\ < 4a:

-Pricing Comparison: py, < p;,

-Profit Comparison: 117 , < 1T ,

Table Tab. B.7 includes the numerical analysis of Observation 4.3. When we com-
pare the numbers of the second and the fourth columns, and the third and the fifth
columns the result of this Observation is straightforward.

That is, depending on the model parameters; R, A and a; if the profit maximizer pro-
vides service with interior quality levels (imperfect service), then he charges higher
price in the Resolution Model compared to the Benchmark Model. Since the price is
higher in the Resolution Model, the profit value is also higher.

By combining the results given in Proposition 4.8 and Observation 4.3, we conclude
that in the long term, it is more profitable for the profit maximizer to not loose the
customers. So, if the profit maximizer has a chance to change the service quality

level, it is optimal for him to offer the resolution option to customers.

4.3 Model Comparison

In this section, we provide a comparison between the Benchmark models; Simple

Escalation; Two-Parallel-Stage Benchmark model, Benchmark Model With Double
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Server Rate and between the Resolution Models; Perfect Escalation, Two-Parallel-
Stage Model With Resolution and Model With Resolution With Double Server Rate.
To represent the single stage models with double server rate, we use the subscript d.
As a comparison criteria of the problem of the profit maximizer, we use the price and
profit for the short term and service quality level, price and profit for the long term.
For the individual problem of the customer and the social problem we respectively
use the equilibrium joining probability and socially optimal joining probability values.
We give the comparisons which we are able to make theoretically as Propositions, and

for the ones which are difficult to obtain theoretically we use Observations.

4.3.1 Comparison Between The Benchmark Models

1. Short Term Comparison of the Problem of the Profit Maximizer:

Proposition 4.9 p;,(q) < p1.4(q) and I, ,(¢) < 11 4(q) for all values of q.

2. Long Term Comparison of the Problem of the Profit Maximizer:

Proposition 4.10 g7, < ¢7 4, p1, < pi, and II7 , <1I7 ;.

Observation 4.4. Assuming all the models are profitable;

o if R\ < 4a then,

Pla = Pin = Dl

HT,d Z Hz,n Z HT,V'
e if R\ > 4a then,

pi,d 2 pT,zx 2 pz,n
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Table Tab. B.8 contains the values of the numerical analysis of Observation 4.4.
For the even-valued rows of this table, i.e. 274 4% . 32" rows, where R\ > 4a,
we observe that the values of the sixth column is at least equal to or greater
than the values of the fourth column. And the values of the fourth column is
at least equal to or greater than the values of the second column. For the profit
comparison of this case we have an exact comparison only for the values of the
seventh and the third columns. For the other case we use the odd-valued rows
of this table, i.e. 374 5% ... 33" rows, where R\ < 4a, we observe that the
values of the sixth column is at least equal to or greater than the values of the
second column, where the values of the latter one is at least equal to or greater
than the values of the fourth column. To compare the profit of this case we can
compare the values of the third, fifth and seventh columns of the table.

Comparing the results in Proposition 4.10 and Observation 4.4. we conclude
that the Single Stage Benchmark Model With Double Service Rate has the
highest entrance price and profit values based on the lowest waiting and quality
costs. The comparison between the two server models depend on the model
parameters. If R\ > 4a, so the profit maximizer provides perfect quality service
in the Two-Parallel-Server Benchmark Model, then he charges higher entrance
price to customers compared to Simple Escalation Model, since the former one
has lower waiting cost. In the cases, when the profit maximizer provides service
with interior quality levels, we observe that he sets the price at lower level in

the parallel-server model compared to the escalation one.

3. Equilibrium Joining Probability Comparison of The Individual Problem:

Proposition 4.11 a1, (q) < ai%(q) for all values of q.

4. Socially Optimal Joining Probability Comparison of The Social Problem:
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Proposition 4.12 a7 ,(q) < af 4(q) for all values of q.

We interpret the results given in Propositions 4.11 and 4.12, which compare
these models from the individual and social viewpoint as: Since for the same
expected reward, the waiting cost is lower in the Single stage model, joining
probabilities of the individual and social problem is higher in this model. By
observing the equilibrium and the socially optimal joining probabilities of the
Simple Escalation model and the Two-Parallel-Stage Benchmark Model, which
are given in Observation 4.1. and Observation 4.2, we also conclude that the
joining probability is lowest in the Simple Escalation Model for the similar

reasoning.

4.3.2  Comparison Between The Resolution Models

1. Short Term Comparison of the Problem of the Profit Maximizer:

Proposition 4.13 ps,(q) < p2,4(q), and pay(q) < p2a(q).
I, (q) <Ily4(q), and I1, 4(q) < IIy4(q). for all values of q.

2. Long Term Comparison of the Problem of the Profit Maximizer:

Observation 4.5.

e Optimal Quality Level Comparison: qj , < g5, -
e Optimal Price Comparison: py , < p5, < pj 4

e Optimal Profit Comparison: 11} , <1I; , <115 ; .

The numerical values of Observation 4.5 is presented in Table Tab. B.9.

We interpret the long term comparison between the resolution models, from the
profit maximizer’s viewpoint as: In Perfect Escalation Model, since the second
server provides perfect quality service, the optimization procedure sets low qual-

ity level to the first server to decrease total cost of the quality. However, since
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the quality level is low, then the arrival rate (the congestion level) of the second
server is high. Based on this, not only the waiting cost of the first server, but
also the waiting cost of the second server, so the total waiting cost of this Perfect
Escalation Model is higher compared to the other Resolution Models. So, in
order to decrease the displeasure of the waiting cost effect, the profit maximizer
sets lower entrance price in this model. Additionally, since the entrance price is
low and the cost of the quality is high, the profit maximizer has the lowest profit
in the Perfect Escalation Model compared to the other Resolution Models.

The comparison between the Two-Parallel-Server Model With Resolution and
the Single-Stage Model With Resolution With Double Server Rate can be ex-
plained as follows: Since for the given quality levels the waiting cost of the
Parallel Stage Model is higher, to decrease the latter congestion, profit maxi-
mizer must set the service quality level at higher values in this model compared
to the Single Stage Model. However, from the observation results, we conclude
that setting the higher quality level is not enough for the profit maximizer. That
is, the waiting cost of this model is still higher, so the profit maximizer must
charge a lower entrance price to customers to induce them to decide to join
all. Since the cost of the quality is higher and the entrance price of the model
is lower, the profit of the profit maximizer is lower in the Two-Parallel-Stage

Model With Resolution compared to the Single Stage Model.

3. Equilibrium Joining Probability Comparison of The Individual Problem:

Proposition 4.14 o}’ (q) < a5(q) and ay’,(q) < ay’y(q) for all values of q.

4. Socially Optimal Joining Probability Comparison of The Social Problem:
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Proposition 4.15 o} (q) < o3 4(q) and a3 ,(q) < a3 4(q) for all values of q.

The results corresponding the comparison of the individual and social optimal
joining probabilities between the resolution models state: Since the service qual-
ity level is fixed for the individual and the social problem, and expected reward
are exactly the same in the resolution models, the only thing which differen-
tiates the models are the waiting cost. Since the waiting cost is lower in the
Single Stage Model, the customers are more willing to join this system, and the

social planner can accept more customers to this system.

4.4 Improving The Performance Of The Escalation Models

Although many service systems are designed like escalation models, the comparisons
show that their performance in the presence of strategic customers may not be that

high. The reasoning of this handicap can be listed as:

e We equally divide the total service rate to the two servers in the model. However,
fixing the server rate of the first server to u is not efficient. Because in this case
the expected waiting cost of the first server is high, i.e. all the customers wait

to be served in the first server.

e In the Simple Escalation Model, we assume that the two servers are identical;
ie. Ry = Ry, Ch =5 and ¢ = ¢o. In this model, the only thing which creates
the difference between the servers is the congestion level. However, if the quality
levels of the servers are low, then the congestion level of the second server is
also high. So, setting the same quality levels and deciding on only this unique

quality level, decreases the performance of this Simple Escalation Model.

e In the Perfect Escalation Model, we assume that the second server provides
perfect quality service. Indeed, it seems good in model design at first, when

we analyze the model and optimize the service quality level of the first server,
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we conclude that the profit maximizer sets the quality level to very low values
to decrease the total cost of the quality. However, this move of the profit
maximizer, increases the total waiting cost in the system, which also decreases

the performance of the Perfect Escalation Model.

By identifying the reasons behind the low performance of Escalation Models, we add
some studies in this section, to decrease the inefficiency of these models.

To handle the first reason, we decide to change the profit maximizer’s single param-
eter, ¢, decision problem into the two decision variable problem, p; and ¢. In this
analysis, we fix the total server rate of the system to 2u, and decide on the server rate
of the first server, p;, where the remaining 2 — p; is the rate of the second server.
To deal with the second and third reasons, we again change single parameter, q,
problem of the profit maximizer into a two parameter problem, where ¢; and ¢

which respectively denote the service quality levels of the first and the second server.

4.4.1 FEscalation Models When the Service Rate and the Service Quality Level Are

Decision Variables

In this part we assume that there are two sequential servers providing service with
rate 21 in total, i.e. if the rate of the first server is uq, then the rate of the second
server is 2i — 1. In addition, the two servers provide service with the service quality
level g. So, the problem of the profit maximizer is a two decision parameter problem,
where he decides on p; and q.

Based on this scenario, the utility function of the customer is written as:

c C(1—-q)
pr— A (2p— ) — (Aa(l —q))

Us(o) = Rqg+ Rq(1 — q) — —p

For the market capturing price setting, the joining probability of the customer is 1,

and the price as a function of py, q is:
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pa(p,q) = Rq + Rq(1 —q) — mci A (22— li)(l—_(;]zl —q))

The profit of the profit maximizer with this entrance price is:

O\ CA(1 - q)

Oy, q) = A .q) — 2aq®> = ARq + ARq(1 — q) — —

Lemma 4.13 II4(py, ) is jointly concave in py and q.

Since we have the joint concavity property of the profit function with respect to the
decision parameters (as given in Lemma 4.13), we have a unique solution (maxi-
mizer) for this problem. We can then give numerical results comparing this Escala-
tion Model with the other models, Two-Parallel-Server-Benchmark-Model and Single
Stage Benchmark Model With Double Server Rate.

Observation 4.6. I1j(xu1,q) > IT; . (1, q).

We give the values of this Observation in table Tab. B.10. From the table values
we have some conclusions. We first observe that the optimal service rate of the first
server is higher than the service rate of the second server; i.e. values of the second
column is higher than 21/2 = p. Secondly, by comparing the values of fourth column
of this table with the values of the third column of Tab. B.8, we observe that the
profit of the profit maximizer is higher in the former one.

In order to interpret the numbers given in Observation 4.6, we must analyze them
together with the numbers given in Observation 4.4. By deciding on the service rate
of the first server in the escalation model, the profit maximizer increases his profit;
i.e. the profit values of the improved model given in Observation 4.6 are higher than
the ones given in Observation 4.4 which represents the Simple Escalation Model. Ad-
ditionally, by comparing these values with the profit values of the Two-Parallel-Server
Benchmark Model (as given in Observation 4.4), we conclude that if they are prop-

erly designed, the Escalation Models perform better compared to the parallel-server
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models. Moreover, the performance of the Escalation Models gets closer to the Sin-
gle Server Models With Double Rate, i.e. the difference between the profit values is
decreased.

The effect of deciding on the service rate on the performance of the Escalation Models
is decreasing the waiting cost of the first server, so the total waiting cost. By ana-
lyzing the numbers given in Observation 4.6, we see that it is optimal for the profit
maximizer to set a larger portion of his total service rate (more than 50%) to the first

stage.

4.4.2  FEscalation Models When the Servers Provide Service with Different Quality

Levels

Assuming that the two sequential servers provide service with ¢; and ¢y quality levels,
respectively, the utility function of the individual customer is given as:

Ui(e) = Ry + R(1 — q1)qo — . -
s(@) = Rgi + R(1 — q1) g2 e g ?

Assuming the profit maximizer sets the market capturing price, the equilibrium join-
ing probability of the customer is 1. Based on this equilibrium joining probability,
the market capturing price as a function of the quality levels given as:

— Ry + R(1 — q1)gz — - :
pa(qr, q2) ¢ + R( q1)q2 =X p—A1-—q)

Using the price given in the above equation, the profit function of the profit maximizer

1s written as:
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C C(l - Ql) 2

IT = A 1— — — —ad?® —
(a1, 92) Rqi + R(1— q1)g = = MIl—q) aqy — aq;

Lemma 4.14 T14(q1, ¢2) is jointly concave in ¢; and gs.

Since the concavity follows as stated in Lemma 4.14, we write the optimal service
quality level expression of the second server as a function of the service quality level

of the first server.

Corollary 4.4 The optimal quality level of the second server as a function of the
quality level of the first server is:

RA1 —q)

q;(ﬁh) = 2%

The expression given in Corollary 4.4 shows us that, the quality levels of the two
servers are inversely proportional. That is if the quality level of the first server is
high, then the quality level of the second server is low and vice versa. In other words,
if the quality level of the first server is high, the profit maximizer sets the quality level
of the second server to lower levels to optimize his profit.

We present the numerical study comparing the performance of this Escalation Model
with the other models. Since the quality level of the second server can take any value;
0 < g9 < 1, some of the customers can leave this system unsatisfied with probability
(1 —q1)(1 — ¢2). So to make the fair comparisons, as the other models we use the
Two-Parallel-Stage Benchmark Model and the Single-Stage Benchmark Model with
Double Server Rate.

Observation 4.7. IT(q1, q2) > 113, (11, q)-

Table Tab. B.11 includes the numerical values of this Observation. By comparing the
second and third columns of this table, we observe that if the values of the second
column is high, then the values of the third column is low, so the optimal quality

values of the two servers are inversely proportional. Additionally by comparing the
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fourth column of this table with the fourth column of Tab. B.8, it is straightforward
that the values are higher in the former one.

By combining the numbers given in Observation 4.4 and Observation 4.7, we come
up with similar conclusions as we present in Observation 4.6. That is, by re-designing
our Escalation Models with different service quality levels in each of the server, the
profit maximizer’s profit from these models increased where they are higher compared
to parallel-server models and closer to the Single Server Model With Double Server
Rate.

Moreover, from the numbers given in Observation 4.7, we reach such a conclusion that
assuming unit cost of the service quality are the same in each state, it is optimal for
the profit maximizer to set high quality level to the first server. The reason behind
this is to decrease the total waiting cost in the system. Since the quality levels of the
servers are inversely proportional, we see that the service quality level of the second

server is smaller compared to the first one.

4.5 Discussion

In the last section of this chapter, we discuss and compare the models.

e As a system design issue, we observe that the Escalation Models are not very
efficient. These models have lower joining probabilities for the individual and
the social problem, and lower profits for the problem of the profit maximizer.
We conclude that the reason behind this result is the high waiting cost of these
models. The first server provides service with the rate p, and all of the cus-
tomers who join, wait in the queue in front of this server. Moreover, in the
perfect escalation model, since the second server provides perfect quality ser-
vice, to decrease the cost of the quality, the profit maximizer sets the optimal
quality level of the first server to low levels, which increase the congestion and
the waiting cost of the second server. Thus the inefficiency of the Escalation
Models is caused by the parameter choices in system design. After a redesign

which entails optimization of model parameters, the performance of this model
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is increased; i.e. the profit of the profit maximizer gets closer to the Single Stage

Models With Double Server Rate.

e The Single Server Model which provides service with a double rate performs best
between all of the models that we analyze in this chapter. The interpretation
behind this result as: It is optimal to provide service with a single but a more
qualified server; i.e. the service rate of the server is high and the optimal quality
of the server is high since the quality cost is low; i.e. profit maximizer invests the
quality cost for only a unique server. This result may not always be applicable

as a doubly fast server may not be feasible.

e The Two-Parallel-Stage Models performs well, but not as much as the Single
Stage Model. From the individual and social viewpoint, the performance of
the Two-Parallel-Stage Model is lower compared to the Single Stage Model,
because the waiting cost of the system is higher in the former one. From the
profit maximizer’s viewpoint the similar comparison holds based not only on
the higher waiting cost but also the higher cost of the quality. So, as a system
design issue the M/M/1 Model with a double server rate is better than the
M/M/2 Model.

e For the individual problem, we conclude that it is optimal for the customer to
leave the system rather than taking the resolution of the service failure; i.e.
Benchmark Models have higher joining probabilities compared to Resolution
Models. Additionally, for the social problem, it is optimal for the profit max-
imizer to not the offer resolution for the quality problem of the system. That
is the Benchmark Models have also higher joining probabilities compared the
Resolution Models. These result shows the importance of the waiting costs for
the individual and the social problem. Since the service quality level is fixed and
there is no other parameters for this problem which can decrease the displeasure
of the waiting cost effect, both the individual and the social planner chooses the

models which have the lowest waiting costs.
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e When we compare the different resolution alternatives from the profit maxi-
mizer’s viewpoint in the short term, where the quality level is fixed, we con-
clude that the performances of the models depend on the model parameters.
For example, the Benchmark Models, in which the profit maximizer loses some
of his customers, can be preferable if the service quality level or the service rate
is low, or the arrival rate is high. For the inverse situations; the service rate
or the service quality level is high or the arrival rate is low, it is optimal for
the profit maximizer to provide resolution to unsatisfied customers and not to
lose them. When we compare the short term results of the profit maximizer’s
problem and the individual and social problem, we also conclude that, since
the profit maximizer has one decision parameter, queue entrance price, he has
the chance to mitigate the displeasure of the waiting cost by decreasing the
entrance price. So, in the short term results of the profit maximizer’s problem,
we conclude that depending on the model parameters the Resolution Models

can be more profitable for the profit maximizer.

e When we analyze the problem of the profit maximizer in the long term, we
observe that the Resolution Models are always better and more profitable com-
pared to the Benchmark Models. So, since in the long term, the profit maximizer
has the chance to change both the queue entrance price and the service quality

level, it is optimal for him to offer resolution to customers and not to lose them.

e From the service quality level expressions of all of the models that we analyze,
we conclude that the optimal service quality level is affected by the change of
the service reward in Benchmark Models, since not all of the customers receive
this reward. However, for the Resolution Models, since all of the customers
receive the service reward, we conclude that the optimal service quality level is

independent from the service reward.
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Chapter 5

SERVICE RATE DECISIONS

In previous chapters, we assume that in the long term, to maximize his profit,
the profit maximizer decides on the service quality level. However, changing the
service quality level may require investment and time. For this reason, in some service
systems, rather than changing the service quality level, the profit maximizer may
choose to change the service rate.

In this chapter, we analyze the profit maximizer’s problem in our different quality
models, when the service rate is also a decision for the profit maximizer. So in this
chapter, we investigate the optimal price, service rate and the service quality level
selection problem of the profit maximizer in the quality models which are discussed
in the previous chapters. By working on such a service decision problem, we will be
able to conclude how the strategy of the profit maximizer is affected from the changes
in the service rate and the service quality level.

In the analysis of this chapter, we build on the results given in Chen and Frank [11].
In their paper, they analyze the short and long term problem of the profit maximizer
in different pricing settings assuming that the service quality level of the system is
perfect. In the long term analysis, Chen and Frank assume that the service rate
of the system is a decision for the profit maximizer, so in this problem, the profit
maximizer optimizes his profit by deciding on the entrance price and the service rate.
In their problem, they assume the linear cost structure holds for the service rate and
the unit cost of adding server to their model is q. By also considering the fixed cost,
F, of the profit maximizer, the total cost function of the long term problem given in
Chen and Frank [11] is represented as qu + F. In the long term, by comparing the

profit values of the profit maximizer under different pricing settings; monopolistic and
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market capturing, they showed that it is optimal for the profit maximizer to set the
market capturing price and serve the whole market.

Since the service rate is also a decision in our analysis, based on the long term analysis
result given in Chen and Frank [11], we focus on the market capturing pricing setting
in this chapter. We also use the linear cost function for the service rate decision as
given in Chen and Frank [11]. But for the unit cost parameter of the service rate
we use the notation b, since their notation is used for the service quality level in our
thesis. Moreover, we omit the fixed costs in all of our analysis because in this thesis
we assume that the positive profitability condition holds in the profit maximizer’s
problem (the fixed costs are canceled in optimization). Since our main problem in
this thesis is the service quality or the failure problem, in this chapter we still analyze
this problem. So the decisions of the long term problem of the profit maximizer are
the price, service rate and the service quality level. But since in the market capturing
pricing setting, the optimal price exactly depends on the optimal service rate and
the quality level, the decision of the price can be omitted of our long term problem.
That is, our long term problem in this chapter is a maximization problem with two
decisions, service rate and the service quality level, where the optimal entrance price
is denoted by the optimal values of these parameters. As before, we use a quadratic
cost structure for changing the service quality level since the linear cost structure is
not suitable (in service systems, the cost of changing the service level from 80% to
85% is different from changing it from 85% to 90%).

In the first section of this chapter, we will analyze how the analysis changes when
we decide additionally on the service rate for the earlier single stage models. In the
second section, we repeat a similar analysis for the two-stage models. In order to
compare this analysis with the earlier ones and see how the change in the service rate
affects our analysis, we classify our analysis for all of the models in two cases. In the
first case, we analyze the profit maximizer’s problem when the service rate and the
service quality level are the decisions, and label this case as the ”Service Rate Is A

Decision Case”. In the second case, we use our earlier results where only the decision
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is the service quality level, and label this as the ”"Fixed Service Rate Case”.
For the detailed Proofs of the Lemmas, Corollaries and Propositions of this chapter,

you can see Appendix A.4 and for the Observations you can see Appendix B.3.

5.1 The Single Stage Models

5.1.1 The Benchmark Model

Using the individual utility function given in (3.1), and setting the joining probability

€q __

value 1; o 1, the market capturing price of the benchmark model as a function of

the service rate, p, and the service quality level, ¢, is represented as:

C

pi(p.q) = Rq — Y (5.1)

Using the entrance price (5.1) and the linear cost function of the service rate and the
quadratic cost function of the service quality level, the profit function of the profit

maximizer of the Benchmark Model, under the market capturing setting is shown as:

C

(11, q) = Apr(p, q) — b — ag® = A [Rq - m} — by — ag? (5.2)

Lemma 5.1 TI;(u, q) is concave in p.

Corollary 5.1 The optimal service rate as a function of the model parameters is:

. CA
pa) = A+ ==
As concluded in Chen and Frank [11], the firm responds to an increase in A by in-
creasing . When the service rate, i, increases, the entrance price, p, also increases.
The optimal service rate decision does not vary with the unit reward R. Compared
to Chen and Frank [11], our problems additionally include the quality parameter. In

our analysis we conclude that the optimal service rate parameter is independent of

this service quality parameter in the Benchmark Model. The reasoning of this result
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can be explained as: In the Benchmark Model all of the customers leave the system
independent of the service quality that they receive (the dissatisfaction of the cus-
tomers does not create any congestion in the system, since they do not return).

Using the optimal service rate obtained in Corollary 5.1, the profit function of the

profit maximizer is rewritten as:

I, (15, q) = RA\q — 2V OMb — bA — ag? (5.3)
Lemma 5.2 II, (4], q) is concave in q.

Corollary 5.2 The optimal service quality level is given by:

.- ];—2, if (RX\—a)g>2VOXN+bA forall0<qg<1
' 0, 0.10.

In order to observe how the analysis change when we additionally decide on the service
rate, we compare this optimal quality level, with the one we give earlier. In Chapter
3, we analyze the problem of the profit maximizer under market capturing pricing
setting, when we decide only on the service quality level. In this chapter, we denote
this optimal quality level with, g7 ;, since this is obtained when the service rate is not

a decision (fixed-service-rate).

Proposition 5.1 If positive profit is possible for the Service Rate is a Decision and

the Fixed Service Rate Case, then:
=4,

The result given in Proposition 5.1 seems interesting. Because it shows that if the
profit maximizer is in the positive profit conditions, his choice of service quality level
is not affected from his service rate decision. Because, the terms representing the

service quality level and the service rate are not inter-related.
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5.1.2 The Model With Resolution

For the individual utility function of the Model With Resolution, we use (3.14). Since
the market capturing pricing strategy is optimal when the service rate is a decision for
the profit maximizer, all customers are assumed to join, so a5’=1. Then, the market

capturing price of the Model With Resolution is:

C
pg — A

pa(p, q) = R — (5.4)

Using the entrance price given in (5.4), the profit function of the profit maximizer of

this model is:

meq%=MMMQ%Jw—af=A{R— }—4w—af (5.5)

pg — A

Lemma 5.3 II(, q) is concave in p.

Corollary 5.3 The optimal service rate as a function of the model parameters and

the service quality level is:

5(q) =

The interpretation of the result given in the Corollary 5.3 is: The optimal service rate
is not affected by the change in R. The service rate increases when the arrival rate
increase. Compared to the Benchmark Model, we conclude that the optimal service
rate decision is affected by the change in the service quality level in the Resolution
Model. The reasoning is: The returns of the unsatisfied customers generate the con-
gestion of the system so when the service quality level is low so return rate to the
system is high and the profit maximizer must increase his service rate. That is the
optimal service rate is inversely proportional to the service quality level.

We rewrite the profit function of the profit maximizer, by plugging the optimal service

rate expression, as a function of the service rate, which is derived in Corollary 5.3 in
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place.

CXb DA
Iy (13, ) :R)\—Q\/T—;—GQQ (5.6)

Lemma 5.4 IIy(u3, q) is concave in q.

Since concavity follows, the optimal service quality level is found numerically from
the first order condition.

We compare the optimal quality level of this service rate is a decision case, ¢, with
the one we give earlier in the third chapter, fixed service rate case, ¢; ;. The first order
conditions representing the service quality level of these two cases, Case 1 where the
service rate is a decision and the Case 2 with a fixed service rate, cannot be compared
analytically. Because, for the first case when the service rate is a decision, the first
order condition representing the service quality level depends on the unit service rate
cost, b, and is independent from the service rate, u. However in the second case,
for the fixed service rate, the first order condition describing the service quality level
depends on the service rate, and is independent from the unit cost of the service rate.
So, the optimal quality levels and the optimal profits of these two cases can only be
compared numerically.

Observation 5.1:
o If < p5 then g3 < ¢5 ;.
o If p> pi5 then ¢; = q5 5.

o I(u3,q3) > 10 (1,5,)

The numerical values of this Observation is presented in Table Tab. B.12. To inter-
pret these numbers we first compare the second and fifth columns of the table and
observe that if the value of the second column is higher than the value of the fifth
column, then we also observe that the value of the third column is smaller than the

value of the sixth column. Additionally the numbers of the seventh column is always
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higher than the values of the fourth column.

The numerical result given in the Observation 5.1. shows the following: The service
rate and the service quality level are substitutes of each other. So, if the profit maxi-
mizer sets his service rate to a value that is less than its optimal, then he maximizes
his profit by increasing his service quality level. Similarly, if he holds an excess ser-
vice capacity, then he compromises from his cost regarding the service quality level,
by decreasing it. On the other hand, the profit maximizer increases his profit by

additionally deciding on the service rate.

5.1.8 The Model With Returns

The individual utility function of the model with returns is represented in (3.23). All
customers are assumed to join under the market capturing pricing strategy where

az’=1. The market capturing entrance price of the Model with Returns is:

_C
pg — A

ps(p,q) = Rq (5.7)

As derived in the third chapter, the profit function of the profit maximizer under the
market capturing price setting of the Model With Returns is:

I5(p, q) = (Rq— ¢ ) (é) — by — ag? (5.8)

pg —XA) \q

Lemma 5.5 II3(u, q) is concave in p.

Corollary 5.4 The optimal service rate as a function of the service quality level is:

5 q

The optimal service rate expression of the Model With Returns also depend on the

service quality level. As in the Resolution Model, the optimal service rate is inversely
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proportional with the service quality level.

Proposition 5.2

13(q) > pz(q) = pi(q)

The result given in Proposition 5.2 can be interpreted as follows: Since the profit
maximizer offers resolutions in the second and third models which increase the con-
gestion of the system, he has to keep the service rate higher in these models compared
to the Benchmark Model. Moreover, since he does not offer a full resolution in the
Model With Returns; i.e. the returning customers have still chance of being failed
in the service, he has to keep the maximum service rate in this model between the
single-stage-models.

Plugging the optimal service rate expression derived in Corollary 5.4 in place of (5.8),

the profit function of the profit maximizer is obtained as:

CXb DA
I3 (p3, q) :R)\—Q\/?—?—GQQ (5.9)

Lemma 5.6 II3(u3, q) is concave in q.

Since concavity follows, the optimal service quality level is found numerically from
the first order condition.

Since we showed the concavities of the profit functions of the Model With Resolution
and Model With Returns, with respect to the service quality level, as given in Lemmas
5.4 and 5.6, we can compare the optimal model parameters and the optimal profit by

comparing the first order conditions.
Proposition 5.3 ¢; > ¢5 and p3 > ps.

Based on Proposition 5.3, we conclude that: Since the market capturing price is
set, all customers are assumed to join the system in the models. Based on this, the

waiting time expressions are the same in the Model With Resolution and the Model
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With Returns. Since for the same waiting time expressions, the profit maximizer
offers full resolution in the Model With Resolution; i.e. customers cannot leave the
system without taking the reward, he must set his optimal model parameters to higher
levels in the Model With Returns, since some customers still have a chance of being
unsatisfactorily served. That is, to decrease the waiting cost of the customers,the
profit maximizer sets the service rate and the service quality level at higher levels in
the Model With Returns.

For the Model With Returns, we compare the model parameters of the Service Rate
is a Decision Case with the ones given in Chapter 3, as a Fixed Service Rate Case.
The numerical comparison for these two cases is as follows:

Observation 5.2:
o If p < ps then g3 < g3
o If p> p3 then g3 > g3

o IT(u5,q5) > 10 (11, 45 )

Table B.13 contains the numerical values of Observation 5.2. The interpretation of
this table is very similar to the interpretation of Table 5.1.

We interpret our findings given in the Observation 5.2 as given after Observation 5.1.
Before closing this section we compare the profit values of the profit maximizer in
both of the cases in the Model With Resolution and the Model With Returns.
Observation 5.3:

o (1, q5;) > T (1, a5,).

o I (u3,q5) > (13, 63)

For Observation, we use the values of Tables Tab B.12 and Tab B.13. When we com-
pare the fourth and seventh columns of these two tables, we see that the values are
higher in Table B.12.

Using the result of Observation 5.3, we conclude that the Resolution Model, which



Chapter 5: SERVICE RATE DECISIONS 104

offers full resolution and does not retake the entrance price from the returning cus-
tomers, is more profitable compared to the Model With Returns, which retakes the

entrance price.

5.2 The Two-Server-Models

In our Two-Server-Models, we use a server in each stage. So, in our analysis during
this section, we assume that the profit maximizer invests for both of the stages; i.e.

double costs for the service rate and the service quality level.

5.2.1 Two Parallel Stage Models

In this section, we will analyze the concavity of the Two-Parallel-Stage Benchmark
and the Resolution Models respectively.

For the Two-Parallel-Stage-Benchmark Model, the market capturing price which
pushes all the potential customers to decide to join is as given in (4.28). With this
entrance price and proper cost functions of this model, the profit function of the profit

maximizer is written as:

4Cu

iy (11, q) = Api—y — 2ub — 2aq® = X (Rq -
Lemma 5.7 II;_,(y, q) is jointly concave in p and q.

Since the profit function is jointly concave as given in Lemma 5.7, optimal solution
of the problem of the profit maximizer is unique. Since the derivative function with
respect to the service rate, u, is analytically hard to analyze, we analyze this model
and the model parameters numerically.

We compare the result of this analysis, with the one given in the fourth chapter, which
works on the same problem with the only decision parameter, service quality level;
Fixed Service Rate Case. This analysis is the same with the service rate is a decision

case.
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Proposition 5.4 If the positive profitability is achieved in both of the cases: Service

Rate is a Decision and the Fixed Service Rate,

AR
4a

* J—
Gy = Q—vj

The interpretation of Proposition 5.4 is: Since in the profit function, the service
rate and the service quality level are not inter-related, the optimal service quality
level of the Two-Parallel-Stage-Benchmark Model are the same in the two cases into
consideration: Service Rate is a Decision and the Fixed Service Rate.

The numerical analysis, representing the optimal model parameters for the two cases;
Le. ¢, 511 (u, q{_l,’ﬂ) for the fixed service rate case and uj_,,q¢7_,, 11 (,u*l‘_l,,qf_l,)
for the service rate is a decision case; is represented in the Observation 5.4.
Observation 5.4: For the Parallel Server Model, optimal quality level values and the

profits of the fized service rate and service rate is a decision case is compared as:

* * C
Chfl/,ﬁ - qlflz - %7 (R)\ - 4CLQ)q > 4i2—i\/;2 + bM

qi‘_m =0<4q_,, 0.W.

o II (,LL, QT_Vﬁ) <II (,UT—yv Qik_y)

Please see Table Tab. B.14 for the numerical values of Observation 5.4. To interpret
this table we first use second, third, fifth and sixth columns of the table and observe
that if the values of the second column is lower than the values of the fifth column,
then the values of the third column is higher than the values of the sixth column,
and vice versa. Additionally when we compare the fourth and the seventh columns
we observe that the values of the former one is always smaller than the values of the
seventh one.

From the numbers representing the optimal model parameters of the Two-Parallel-
Stage-Benchmark Model for the two cases we have the following observations: The

profit maximizer achieves higher profit when he additionally decides on the service
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rate. Since the service rate and the service quality level parameters are not inter-
related the optimal service quality level are the same in both of the cases assuming
the positive profitability conditions hold in both of the cases. For the congested
systems, arrival rate is high and the server rate is low, the positive profitability of the
system is hard to achieve in the fixed server rate case.

We now analyze the Two-Parallel-Stage Model With Resolution for these two cases.
The market capturing price of this model is given in (4.33). Using this entrance price,

the profit function of the profit maximizer is:

A4C

_ 2 _
Hz—u(ﬁb, Q) = >\p2_p —2ub —2aq” = A <R - 4,u2q2 — )2

) — 2ub — 2aq” (5.11)

Lemma 5.8 II,_,(u,q) is jointly concave in pu and q.

Since the profit function is jointly concave with respect to the model parameters as
given in Lemma 5.8, we have the unique solution of this maximization problem. How-
ever, since the optimal model parameters are untractable, we will use Observations
to perform our comparisons.

In order to compare the results above, with our earlier analysis given in Chapter 4,
representing the Fixed Service Rate Case, we present Observations based on numeri-
cal results.

The numerical analysis, representing the optimal model parameters for the two cases;
Le. g5, 511 (u, q;u’ﬁ) for the fixed service rate case and u5_,,q5_,, 11 (u;y,q;y)
for the service rate is a decision case; is summarized in the Observation 5.5.

Observation 5.5:

o If p<ps , theng . >q .
o If u>p5 , thengs , >q5 ;.

o Il (lusz qg—y) Z II (,Uﬂ qgfu,ﬂ)'

We present the numerical results of Observation 5.5 in Table Tab. B.15. We interpret
this Table as Table Tab. B.14, which shows the numerical values of Observation 5.5.
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We interpret this Observation as follows: The profit maximizer increases his profit
when the service rate is also a decision parameter as in the Two-Parallel-Stage-
Benchmark Model. By comparing the optimal quality levels of the two cases, we
observe that the optimal quality level of the fixed server rate case is higher than the
optimal quality level of the server rate is a decision case when the fixed server rate is
smaller than it is optimal.

Now we give the comparison between the service rate expressions depending on the

service quality level, of the Two-Parallel-Server Models.
Proposition 5.5 i _,(q) < ps_,(q) if ug > X for all values of p and 0 < ¢ < 1.

The interpretation of Proposition 5.5 is: When the quality level is fixed, the profit
maximizer must increase the service rate if he offers resolution, since the congestion
of the system increases based on this resolution.

We close this section by comparing the profit values of the profit maximizer in the
different T'wo-Parallel-Server Models for the Fixed Service Rate and the Service Rate
is a Decision cases, by using the numbers given in the Observations 5.4 and 5.5.

Observation 5.6:
o [I (,LL, QT_VJ]) S 11 (Nﬂ q;—u,ﬂ)'

© (i pai,) ST (p5,.05,).

We reuse the numerical values of Tables Tab. B.14 and Tab. B.15 to reach Observa-
tion 5.6. From the tables values we observe that the fourth and seventh columns of
Table Tab. B.14 is always lower than the same column values of Table Tab. B.15.

From the model comparison given in Observation 5.6, we have the following result:
In the long term, when the profit maximizer has chance to change at least one of the
model parameters, only the quality level or the service rate and the quality level, it

is more profitable for him to give resolution to the customers and not to loose them.
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5.2.2 The Escalation Models

In this section, we analyze the two escalation models. Since the profit functions of
these models are analytically hard to analyze with respect to the model parameters
w1 and ¢, and deriving explicit closed form expressions of these model parameters are
intractable, we give the numerical analysis representing the optimal model parameters
for the two cases: fixed service rate and the service rate is a decision.

We first give the results of the numerical analysis of the Simple Escalation Model.

Observation 5.7:

~Y *

* ~
® 4y njp = Q4—n-

o II (,u, qf,j_nﬂ) <l (MZ—nﬂ QZ—n)'

We present the numerical values of Observation 5.7. in Tab. B.16. The table is
interpreted similarly as we give in Observations 5.4 and 5.5.

We interpret Observation 5.7 as follows: Since in the profit function the terms having
i and g are independent, the optimal quality levels are nearly the same in both of the
cases: fixed service rate and the service rate is a decision. Additionally, as in all of
the single stage models and the two parallel stage models, in this model we observe
that the profit maximizer increases his profit by deciding on the service rate.

For the Perfect Escalation Model, we summarize our observations in Observation 5.7.

Observation 5.8:

o If 7 S /J“Z—g then qz_g’/] Z QZ—g'

o If > pj , then ¢f , > qi 4

L H (szga qzlkfg) Z H (lu’7 qug,ﬁ,)‘

Table Tab. B.17 contains the numerical values of Observation 5.8. The interpretation
of this table is similar to previous one.

The results which we summarized in Observation 5.8 are interpreted as: The two



Chapter 5: SERVICE RATE DECISIONS 109

decision variables, the service rate and the service quality level are the substitutes of
each other. This means, if the fixed service rate is smaller than it is optimal, then
to maximize his profit, the profit maximizer should increase the service quality level.
Moreover, the profit of the profit maximizer is higher when he decides not only on
the service quality level but also on the service rate.

Finally, we give the long term comparison between the two models in the Observation
5.8.

Observation 5.9:

o qug“a S qunﬁ and qug S qun

*

[ ] ,U4_g Z ILLZ—’VZ
o II (/J, qun,ﬂ) <1 (,U,, qifg’ﬁ)'

o T (i pdiy) <T (g i)

To see the numbers of Observation 5.9 we use Tables Tab. B.16 and B.17.

The interpretation of Observation 5.9. is as follows: In the Perfect Escalation Model,
since the second server provides perfect quality service, the quality level of the first
server is smaller compared to the Simple Escalation Model. On the other hand, since
the service quality level of the first server is small, to decrease the waiting costs in the
perfect escalation model, the profit maximizer should keep the server rate higher in
the Perfect Escalation Model compared to the Simple Escalation Model. Moreover,
as before, we again conclude that in the long term, when the profit maximizer has
chance to decide on at least one of the model parameters, then to increase his profit

it is optimal for him to offer resolution to the customers rather than losing them.

5.3 Discussion

In this chapter, we analyze how the problem of the profit maximizer is affected when

he decides not only on the service quality level but also on the service rate in all of
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the models represented in this thesis.

We summarize our results related to this chapter as:

e Deciding on more parameters positively affects the profit of the profit maximizer.

The profit values are higher when Service Rate is a Decision compared to

the Fixed Service Rate Case in all of the models.

e The service quality level and the service rate are the substitutes of each other.

If the fixed service rate is smaller than it is optimal, the profit maximizer

must set the service quality level at least equal or greater than it is optimal.

If the fixed service rate is higher than it is optimal, than the profit maximizer

sets the service quality level at most equal or smaller levels than it is optimal.

e If the profit maximizer offers resolution to customers, then he must increase at
least one of his model parameters, service rate and the service quality level, to

prevent the system from the congestion of the returning customers create.

e In the long term, when the profit maximizer has chance to change at least one
of the model parameters, it is optimal for him to offer resolution to customers

rather than losing them.
The profit value of the Resolution type models are higher than the Bench-
mark type models.
e Especially for the congested systems; i.e. A = 9.5, =6 or u = 10, deciding

on p rather than fixing it highly affects the performance of the system.

The difference between the profits of the Service Rate is a Decision and

Fixed Service Rate Cases is large in all of the models.
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Chapter 6

CONCLUSIONS

In this thesis, we analyze the behavior of strategic customers in service systems
by considering the service quality. We mainly focus on three problems: Problem of
the individual customer, social problem and the problem of the profit maximizer.
By adding a service quality perspective in these problems, first we are able to ana-
lyze how the behaviour of the strategic customer and the social planner is affected
when service failure occurs with given probability levels. In our analysis, in both of
the observable and unobservable queue length settings, we see that the joining rates
of the individual and the social problems are increasing in the service quality level.
Thus, the higher the service quality level is, so are the individually and socially op-
timal joining rates. We also see that the individually and socially optimal joining
rates differ from each other, where the former one is higher compared to later one.
This result is the same with the ones given in Naor [30] and Edelson and Hildebrand
[16] which analyze these two problems in the observable and unobservable queues
respectively. One of the results, that we obtain differently compared to these papers
in literature, in our thesis is the following: The difference between the individual and
social problem is increasing in the service quality level. So, for higher quality levels
the mismatch between these two problems is higher, where it reaches the maximum
for the perfect quality of service. This shows us that providing service with lower
quality levels can be used to decrease the difference between the individual and social
optima.

We also analyze the profit maximization of the profit maximizer when he provides
service to strategic customers under service failures. In their book, Hassin and Havviv

[20], by comparing the social and profit maximizer’s problems assuming the service
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quality level is perfect, conclude that the objectives of the profit maximizer and so-
ciety coincide. However, we do not obtain this result in our thesis, since we include
the cost of the quality to the profit maximizer’s problem.

On the other hand, since we are dealing with the quality problem, we also need to
analyze the resolution of this quality problem. The possible resolution alternatives are
listed in this thesis as: Customers can leave the system and go another system, they
can return to the same system or they can be escalated to the higher level of servers
in the same system. To compare these resolution alternatives from the individual,
social and the profit maximizer’s perspective, we develop different quality models.
In the comparisons, which compare the individually and socially optimal joining rates
of these different models, we conclude that the Benchmark Type Models, which as-
sume that the customers who are subjected to a service failure in their first trials and
go to another system for the resolution, are favorable compared to the Resolution
Type Models, in which unsatisfied customers return to the same server or escalated
to the higher levels of servers in the same system. This result shows the waiting
effect on these problems. Because in Resolution Type Models, when the unsatisfied
customers retry the same system for the service failure resolution, the system be-
comes more congested. Thus, in Resolution Type Models, to prevent themselves from
the later congestion (higher waiting time) that the unsatisfied customers create, the
customer decides to join with lower rates. Similarly, the social planner accepts the
customers in the Resolution Type Systems with lower rates compared to Benchmark
Type Models.

For the profit maximizer’s problem, we divide our conclusions in two parts. The
first part is labeled as the Short Term Comparison and compares the optimal model
parameters of this problem when the quality level is fixed (profit maximizer has no
enough time or budget to change the quality of the service) and only the decision is
the entrance price. The second part is labeled as the Long Term Comparison where
the service quality level is also decision for the profit maximizer.

In the short term comparisons, we conclude that the Benchmark Type Models can be
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preferable compared to Resolution Type Models; i.e. if the additional unit waiting
time that the returning customer creates is higher than the ratio between the unit
reward and the waiting cost. Thus in the short term, losing some of the customers
(because in Benchmark Type Models, unsatisfied customers leave the system) can be
preferable for the profit maximizer. This result resembles the one given in Chen and
Frank [11] who conclude that based on the model parameters, when the system load
is high, the monopolistic price setting in which not all of but some of the customers
join the system is more profitable.

In the long term, when the service quality level is a decision, we show that Resolution
Type Models are always the winner. So, in the long term, by choosing not only the
entrance price but also the quality level, the profit maximizer optimizes his profit by
offering resolutions to unsatisfied customers in order to not to lose them. The possible
resolution alternatives in which the unsatisfied customers are not lost for the profit
maximizer are: Customers can return to the same server and they are escalated to
the higher levels of servers in the same system. When the profit maximizer offers
the former one to resolve the service failure problem of the unsatisfied customer, we
conclude that it is optimal for the profit maximizer to not to retake the entrance price
from the returning customers. In the latter one, when the customers are escalated to
the higher levels of servers in the same system, we observe that the system (escalation
models) needs to be properly designed; i.e. it is optimal for the profit maximizer to
decide on the additional parameters (service rate of the first server, p; or the quality
levels of the servers ¢; and ¢.). Comparison between these two resolution alternatives
of designing the system with a rapid but a unique server, Single Stage Models With
Double Rate, or with two sequential servers, Escalation Models, shows that the former
design is favorable although it cannot always be possible. This result corresponding
to the long term comparison also resembles the one given in Chen and Frank [11]. By
comparing the market capturing and monopolistic pricing setting in the long term,
when additional to entrance price the profit maximizer decides on the service rate,

Chen and Frank [11] shows that the market capturing pricing setting in which every
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customer joins the system is optimal.

Changing the service quality level is costly and time consuming and the profit max-
imizer may not be able to do this due to the budget and time constraints. Thus
in the end we change the definition of the profit maximizer’s problem to see what
else can be done under this scenario; i.e. the profit maximizer has time and budget
constraints. In this part (Chapter 5), for all of the models that we analyze earlier,
we change our long term problem of deciding on the service quality level into that of
deciding on both of the service quality level and the service rate. Comparing the long
term problem defined in the end (decision parameters are the service quality level and
the service rate) with the one previously defined (only the decision parameter is the
service quality level), we first conclude that the service rate and the service quality
level are substitutes of each other. Thus, if the profit maximizer has some constraints
regarding time or budget, he can change his service rate rather than the service qual-
ity level. However, for the proper conditions (no time or budget constraints), it is
optimal for him to decide on both of the model parameters, service rate and the

service quality level.
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Appendix A

PROOFS

A.1 Proofs Of Chapter-11

Lemma 2.1: U(i) is decreasing in i.

Proof:

Corollary 2.1: n} , is increasing in R, p, q decreasing in C, and is independent from

.
Proof:

ot g 0*niy
ind _ 1 ind _
OR C " OR?
* 2, %
Oning _ 1B O g _
q C 0q?
* 2, %
anind — @ > 0’ d Nind =0
ol C ou?
on’ uRq 0*nf . 2uRq
e = — <0 ot = >0
oC C? T 0C? c3
8njnd — 0’ a2”?116! =0

O\ ON?
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Lemma 2.2: Sp(n) is discretely unimodular in n.
Proof:

For detailed proof one can see Naor [30].

*

sys s increasing in R, u, q decreasing in C', and .

Corollary 2.2: n
Proof:

For detailed proof one can see Naor [30].

A.2 Proofs Of Chapter-I111

Lemma 3.1: Uj(«) is concave in .

Proof:

8U](O&) _ CA
Ja (n— Aa)?
82U1(04> _ 20)\2 <0
da? (u— Aa)?

Corollary 3.1: The equilibrium joining probability of the customers for the Benchmark
Model is:

C

Q= PR C_pic C
1 A o q n—A
C

L, Rq > =

Proof:

Assume Rq— % < 0, and customers decide to join with a joining probability a. Then,

Ui(a) = Rg — CE[W] = Uy(a) = Rq —




Appendiz A: PROOFS 121

c
m
they have negative utility, while not joining has non-negative. Hence not joining is

c

<5

since This contradicts with the utility maximization of customers, because
the dominant equilibrium strategy.
Now, assume Rq — ;% > 0, and customers decide to join with probability «, where

0 < a < 1. Then,

C
0w — A

Ui(a) = Rg— CE[W] = Uy(a) = Rq — > 0,

c
pn—Aa’

c
p—=A >

since However this can not be an equilibrium strategy, since the ones
with probability 1 — «, who decide not to join have a zero utility, while others have

positive utility. Hence joining is the dominant equilibrium strategy.

<

=y utility value of a tagged customer is positive

For the region where % < Rq <
for the low joining probabilities, and it decreases with an increase in «. So, there is
a joining probability value in which, utility of the tagged customer turns to negative.
This equilibrium joining probability is the one which makes customers indifferent be-

tween joining or not. This unique value is found as:

Ui(a) =0
:>O:Rq_,u—0)\a
= C = (Rq)(p — Acv)

j(u—ka)zR%
O

Lemma 3.2: Si(«) is concave in .

Proof:
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8Sl(a) o C/\,u
RS Ry pHE

0251 () _ 20\ —0
da? (1 — da)?

Corollary 3.2: The socially optimal joining probability of the Benchmark Model is:

n—y/ Ty [C
q _ =23
* A ’ H A< Rq
al e

1, 0.W.

Proof:

Similar proof follows as given in corollary 3.1.

Lemma 3.3: II;(p1.a, q) is concave in q.

Proof:

O, (p1.x, q)
dq "
M =-2a<0

0q?

Corollary 3.3: ¢, s nondecreasing in A and R and non increasing in a.

Proof:
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Ony R Paa 0
OXN  2a ox2
Ogia A P _ 0
R 2a OR?

Ony AR gy AR

da  2a? 0a: a3

Lemma 3.4: II1(p, q) is concave in p.

Proof:

li(p.g) ~ CRq
dp (Rg —p)?
OI(pq) _  2CRq _
op? (Rq — p)?

Lemma 3.5: Ty (p1m,q) is conver increasing in q.

Proof:

M) _, [CB0
dq q

The first order condition shows that:

e for ¢ =0, %ﬁl’mm = —Infinity.
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Oy (p1,m,9)

o forqg=1, oa

>0if p > /SE+2a

Proposition 3.1: If yp— X\ > %, then market capturing price strateqy is optimal.
Proof:

Assume for the market capturing price case AR > 2a, so ¢ » = 1. For the first or-
der pricing case, ¢1,, = 1. We want to prove that II;(pi,¢1,0) > ILi(P1m. q1m) if
= A> %. That is:

I (p1a, 1) > I(prm, 1) (A.la)
Apia — ag® > Aai'pr, — ag’ (A.1b)
Cu CR
MR——F)—az(p—\/ )R-y /—)—a Alc
r- )=z e[ Pm- /S (A0
MR- ) > ar— /< (A.1d)
Cp It

|CR CR
(R - 7) > (R - 7) (A-le)

In obtaining the inequality (A.1d), we use the given condition as follows: We put
the maximum value of ;1 — A in left hand side of the inequality (Al.c), and for the
expression (u — \/%) given in the right hand side of (B.1c) we plug its maximum
value which is A. Since the left hand side of the equation is still greater than or
equal to the right side (although the minimum value is used in left hand side and the
maximum value is used in right hand side), we conclude that if the given condition
is satisfied then the profit maximizer chooses market capturing price case, i.e. it is
more profitable.

Now assume AR < 2a, so ¢\ = ’;—f. To prove that the market capturing price case
is better for the same condition, we use similar strategy, with using this ¢; , in the

comparison.
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1 (p1a, qra) > T(prm, 1) (A.2a)
Apia — ag® > Aai'pr o, — ag’ (A.2b)
AR C /\2R2 Cu CR
% nox > (= | )R = [ =) = A2
)\(RQCL w— A) 4q2 =0 R)(R [ )—a (A-2c)

C N R? ICR
— > — A2
A M + e 2 AR ) a (A.2d)
/C’R /CR N2 R?
MR+ — — > —aq— 1 (A.2e)

AR > — (A.2f)

2 2 )

In the above equations (A2.), we use maximum value of A and minimum value of a
(since it has negative sign), in the right side of the inequality. Under these changes
since the inequality is still satisfied, we again conclude that the market capturing

price is optimal for the profit maximizer if y — A > \/QRH.

Proposition 3.2: If X\ > u, then monopolistic price strategy is optimal.

Proof:

If A > p, assume the profit maximizer sets market capturing price, and all customers
decide to join. The equilibrium joining probability is 1 in this case. Thus the expected

waiting time is:

E{W(1)} = u—iA <0

Since expected waiting time can not take negative values, this equilibrium joining

probability can not be the solution of this problem.

Proposition 3.3: The total expected waiting time of a customer, in the two Reso-
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lution Models are the same.
Proof:
Comparing the total expected waiting time expressions given in (3.9) and (3.10), the

result follows.

Lemma 3.6: Us(a) is concave in .

Proof:

OUs(a)  CA
da (kg —Aa)?
82(]1(04) _ 20)\2 <0
da2  (pg—Aa)?

Corollary 3.4: The equilibrium joining probability of the customers for the Model With

Resolution 1s:

0, Rg<

C
€q __ Hra—F C C
Qy' = -4, E<R<uq—x
c
L Rz Bg—A

Proof:

The similar proof follows as given in Corollary 3.1.

Lemma 3.7: Sy(«) is concave in «.

Proof:
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PS(a)  20Np ~0
da2  (ug —ra)?

Corollary 3.5: The socially optimal joining probability of the Model With Resolution
18:

Cug
K=\ C
T M= A<

1, 0.W.

Proof:

Similar proof follows as given in Corollary 3.2.

Lemma 3.8: IIy(p2r, q) is concave in q.

Proof:

Ols(pax,q)  Chpu

= — 2aq
dq (kg — A)?
11 20\ 142
d 2(p§’A’Q)=— Cu3_2a<0
dq (hg —A)
Lemma 3.9: Ily(p, q) is concave in p.
Proof:
Apq) _ . CH
Ip (R —p)?
PTy(p,q)  2CRgq

o (R-pp
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Corollary 3.6: The profit maximizer’s optimal monopolistic price as a function of the

quality level is given by:

Proof:
Since the concavity follows as given in Lemma 3.9, the optimal monopolistic price as

a function of ¢ is found by equating the first derivative function to 0 as:

olly(p,q) CR CR
op MRy

Lemma 3.10: IIy(pam, q) is convez in q.
Proof:

Proof is same as given in Lemma 3.5.

Lemma 3.11: Us(«) is concave in c.

Proof:

OUs(e) _ Clp—pg+A)
dov (1 —a(p— pg+A)?
PUa) _ 2C(n—pg+2)*
da? (0= alp — pg + A))?3

Corollary 3.7: The equilibrium joining probability of the customers for the Model With
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Resolution 1s:

0, Rg <

of ={ M C o pyo C

3 H—Hg+A? K = g—
c

1, Rq > g—X

Proof:

Proof follows as given in Corollary 3.1.

Lemma 3.12: S3(«) is concave in «.

Proof:

853(0() —\R — C)\/L
da (1= alp — pg + N))?
0°5(e) _ 2CMlp—pa+A) _
da? (0= alp — pg + X))

Corollary 3.8: The socially optimal joining probability of the Model With Returns is:

P~V Rq Cu

ot — p—pgtx M4 A< Rq
5=

1 o0.W

Proof:

Similar proof follows as given in other models.

Lemma 3.13: II5(ps z, q) is concave in q.

Proof:
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OMs(p,q) _ CA2ug—A)
dq (g — A)2q?

y(p.q)  CAX2uq — N)(4pPq® — 6ug X+ 2X%q) 5
p (ng — N)*q

Lemma 3.14: II3(p, q) is concave in p.

Proof:

Ms(p,q)  MC* (=14 q) + Mu(Rq — p)*> + C(ARq + p(1 — q)(Rq — 2p)))

op (AM(Rq—p)+C(=1+q)?

Pli(pg) 20NN+ p—pg)(ARq — C = Cq)

o (NBe-p-CO—qp "

Proposition 3.4: For the given model parameters R, C, X\, u, and q , the equilibrium

joining probabilities of the single server model are compared as:

af' <oy’ <aff, A<y

ay? < o < aff, 0.W.
Proof:
To prove this result we first compare the equilibrium joining probabilities of the
Benchmark Model and the Model With Resolution. We use the obtained probabili-

ties given in Corollaries 3.1 and 3.4.
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0,0 Rg < %
C c
F~Rq MI—F C C
) 5y < — £z m < R(] < =Y
ng—% c c
1, Y £ Rq 2 m and Rq S m
17 17 0. W.
\
Comparing the equilibrium joining probabilities in the second region, since R%L/\;C >

Ruqg—C :
> the comparison follows.

We now compare the equilibrium probabilities of the Benchmark Model and the Model
With Returns by using the probabilities given in corollaries 3.1 and 3.7.

c

C C

K Ryq K~ Rq
A p—pgtA
< c

HTRe _c _C
? p—pgt+A Rq = H—=A and Rq < Brg—A

c <
M<RQ<M—/\

1,1, 0.W.

\
In the second region, since p(1—¢) > 0, the comparison between these models follows.
The equilibrium joining probability comparison between the Model With Resolution
and Model With Returns depend on the model parameters. To show this, assume

€q €q .
oy’ > ay, then:

Ruq—C’> Rug—C
RA 7 Rq(p — pg + A)

= q(p—pg+A) = A= pg(l—q) 2 M1 —q) = pg > A

So the comparison follows.

Proposition 3.5: For the given model parameters R,C,\, u, and q , the socially opti-

mal joining probabilities of the single server model are compared as:
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Proof:
To compare the socially optimal joining probabilities of the Benchmark Model and
The Model With Resolution, we use the probability expressions given in Corollaries

3.2 and 3.5. Assume a5? < a7?, then:

Cu Cuq Cul—gq
g syl —g) > L s R > =
I W/Rq_uq VR 1 Q)_\/R i @z

Since if the above condition does not holds, the customer does not decide to join, the

Q

comparison follows.
Using the expressions given in Corollaries 3.2 and 3.8, we compare the socially optimal
joining probabilities of the Benchmark Model and the Model With Returns. Since

1 — g + A > A, the comparison follows.

Proposition 3.6: For the given model parameters R, C,\, u,a, and q , the compar-
ison between the price and profit values as functions of the service quality levels of the

the single server models 1s:

P3(q) < p2ala) < pia(e), C%L < m
< P1a D

p3a(q) 2. (4), 0.W.

HQ,A(Q) < Hl,A(Q), C% < m
I A (q) <12 (q), 0.W.

Proof:

First we compare the market capturing price values as a function of the quality lev-
els for the models. We first compare the market capturing price of the Model With
Returns with the Model With Resolution and the Benchmark Model.
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C C

pia(g) = Rg — m p3a(q) = Rg — g — X

Since for the same expected reward, the expected waiting cost is smaller in the Bench-

mark Model; i.e. =& < —£_ the comparison follows.
H=A Hg—A

For the Model With Resolution and the Model With Returns, we have:

C C
— Ro —
PP psalq) = Ryq PR

paa(qg) = R —

Since for the same expected waiting cost, the expected reward is greater in the first
one, the comparison follows.

Now we compare the market capturing price values of the Benchmark Model and
the Model With Resolution, assuming the market capturing price is greater in the

Benchmark Model for the given service quality level. Then:

C C C R 1
>R(l1—q)= <
1-9 Cu = (ng—A)(p—A)

R ¢ > =
¢——~=R- - >
p—=A pg—A  pg—XA  p—A

So the pricing comparison follows.

We now compare the profit values of the Model With Resolution and the Model With

Returns as:

C\ C\
— ag? II53(¢) = RN — ————— — aq?

T30 (q) = RX —
20 pg — A (ng — N)q

Since for the same expected reward the expected waiting cost is smaller in the Model
With Resolution, the comparison follows.
The profit comparison between the Benchmark Model and the Model With Resolu-

tion is same as the pricing comparison, since the profit function structures are the
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same for these models.

Proposition 3.7: For the given model parameters R,C, X\, i, and a , the socially opti-

mal joining probabilities of the single server model are compared as:

pl,m(Q) < p2,m<Q)

Iy m(q) = Ha,m(q)

Proof:
First we compare the monopolistic price values of the two models for the given service

quality levels, assuming the price is smaller in the Benchmark Model.

|CRq CR CR(l )
Ry—|— <R—y|—=4/— | —=—-Vq]) <R1l-q) = C<puq
% \/uq \/u V4 Vi ( ) :

Since the given condition always holds, monopolistic price comparison holds.

To compare the profit values, we look at the (3.9) and (3.22). Since the profit func-

tions are the same, the monopolistic profits of the models are the same.

Proposition 3.8: For the given model parameters R,C A\, u and a , the comparison
between the service quality level, market capturing price and the profit values of the

single server models 1s:

@B < @ p3x < poy I3\ <Ilgy

Proof:
To compare the optimal quality levels of the Model With Returns and Model With
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Resolution, in the market capturing price strategy, we compare the first derivative
functions. Since we showed the concavity of the profit functions in Lemmas 3.8 and
3.13. If the first derivative function of the Model With Returns takes smaller value
than the Model With Resolution for all service quality levels, 0 < ¢ < 1, then we
conclude that the optimal quality level of the Model With Returns is smaller than
the Model With Resolution. To show this;

A

2 —
Hq

(ng — A)*(q) ~ (pg—A)
The condition holds, so we conclude that the optimal quality level of the Model With
Returns is smaller than the Model With Resolution.
In short term comparison we see that the market capturing price and the profit value
of the third model, is smaller than the second model for the given quality levels. Since
in this result we showed that the optimal quality level is smaller in the second model,

optimal price and profit comparison follows.

Proposition 3.9: If R\ > 2a, then:

Gxr < gy P2y <piy iy <Tloy

Proof:

In the Benchmark Model, we give that the optimal quality level in the market cap-
turing price strategy is %. However, since the maximum value of a quality level is
1, we shift it to 1 when R\ exceeds 2a. For the Model With Resolution, we showed
in the lemma 3.8 that the profit function is concave with respect to the quality level
under the market capturing price strategy. So there is an interior quality level, which
maximizes the profit value. So we conclude that the optimal profit is higher in the
Model With Resolution. Since the market capturing price expression of the Model

With Resolution; i.e. R — Mq—cl)\, is increasing in the service quality level, we conclude
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that it is lower for the lower quality levels.

Proposition 3.10: For the given model parameters R,C, A\, ;v and a , the compari-
son between the service quality level, monopolistic price and the profit values of the

single server models 1s:

Qm = @2m Pim < P2 Him =1l

Proof:

Since the profit functions under the monopolistic price strategy of the first and the
second model are the same, (3.9) and (3.22), the optimal quality levels and the profit
values are the same. For the same quality level, the optimal pricing comparison is
same as the short term comparison which is given in the Proposition 3.5. So the result

follows.

A.3 Proofs Of Chapter-I1V

Lemma 4.1: Uy () is concave in o.

Proof:
OUinla)  Cx  OM1—g)?
da (p—Aa)? (p—Aa(l—q))?
PUin(a) _ 20X 20X(1-q _
9o (p—Aa)®  (p—Aa(l—q))}

Lemma 4.2: Uy 4(a) is concave in .

Proof:

Oy g(a) CA CA\(1 — )2

da (p—2a)?  (p—Aa(l—q))?
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PUiy(a) _ 208 20001 -¢ _
da2  (p=2aP  (p—da(l-q))?

Proposition 4.1: a3’ (q) < ag (q).

Proof:

Since the expected waiting cost expressions of the two escalation models are the
same, and the expected reward is higher in the Perfect Escalation Model; i.e. R >
Rq + Rq(1 — q), customers are more desirous to join the system in the Perfect Esca-

lation Model. So the result follows.

Lemma 4.3: Sy, () is concave in c.

Proof:
954n(c) CAu Ol — q)
——~ =RN(2—¢q) — _
Do RAq( q) (p—A)?2  (p—Aa(l —q))?
0*Sn(a) - _ 20X°p _ 20X u(1 — q)? <0
002~ (n=Aap  (u—Aa(l-q))3
Lemma 4.4: Sy,4(cv) is concave in o.
Proof:
0S4,4(v) — Ry Ch\p  Cxu(l—q)
Oa (=22 (u—Aa(l—q))?
PSagla) _ 20N 20Xu(1—q® _
902 (u—raP  (p—ra(l—q))?

Proposition 4.2: aj,(q) < aj ,(q).

Proof:

Since the concavity given in Lemmas 4.3 and 4.4 follows, and the first derivative
function of the social utility function of the perfect escalation model is always greater

than the first derivative function of the social utility function of the simple escalation
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model for the same « values, the result follows.

Lemma 4.5: I1,,,(q) is concave in q.

Proof:
My p(q) CAp
Tl 9RAN1 —q) + ——2F 4
dq S (L=t a2
01y (q) 20X°p
Tl opy— 20 4a<0
e TE Y I
Lemma 4.6: 11, 4(q) is concave in q.
Proof:
8H4 g(q) C)\,U,
o —2
dg  (i—r+rg?
2 2
Olligl) _ 20N,
0q° (h = A+ Ag)?

Proposition 4.3: In the short term for the given model parameters, R, C, a, g, A\ and
I,

-Pricing Comparison: psg(q) > pan(q).

-Profit Comparison:

Myg(q) > Myn(q) if 2>

1—¢q

H479(q)7 H4,n(Q) ==
I 4(q) < Iy .(q) 0. .

Proof:
Using the functions (4.11) and (4.13), we compare the market capturing prices of the

two escalation models. Assume py4(q) > pan(q), then;

R>Rq+Rq1—q)=R>Rq(2—¢q)=1>¢q(2—9q)
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since the above comparison condition always holds, the result follows.
If the expressions of the cost of the quality were the same in these two escalation
models, then the pricing and profit comparison would also be the same for the given
quality level. However since the cost of the quality are not the same in these models,
the profit comparison depends on the model parameters. Using the profit functions
given in (4.11) and (4.14), we obtain a comparison for the profit expressions which
depend on the model parameters. If we assume that the profit value of the profit
maximizer in the Perfect Escalation Model is at least greater than his profit in the
Simple Escalation Model, then;

RN  1+44¢q

RA—aq*—a > RAq+RAq(1—q)—2aq® = RA1—q)* > a(1—q)(1+q) = —> =g

From the above result, we obtain a comparison for the profit values as given in this

Proposition.

Proposition 4.4: In the long term for the given model parameters, R, C, a, A and
M
-Quality Level Comparison: qj , < qj ,,-

-Pricing Comparison:

B o o R 41—l
lf am > * * *
o v _ ) Pag=Pan Cu = (1-q; )2 (n=2+Ag; ) (b=A+Ag] )
p4,gap4,n -
* *
p47g < p4’n 0.W.

Proof:

Since the profit functions are concave as given in Lemmas 4.5 and 4.6, to compare
the optimal service quality level of the escalation models, we use the first derivative
functions. If the first derivative function of the Perfect Escalation Model given in
Lemma 4.5 is smaller than the first derivative function of the Simple Escalation Model
for all quality levels, we conclude that the optimal quality level of the perfect escalation

model is smaller compared to the simple escalation model. Assuming this holds, we
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have the following comparison;
2aq > 4aq — 2RA(1 — q) = aqg < RA(1 — q)

The above comparison holds, since otherwise unit cost of quality exceeds the unit
revenue of the firm from the second server, which ends causes negative profit.

To compare the optimal price values of the escalation models, we plug the optimal
quality values in the price expressions given in (4.11) and (4.13). Assume py g > pan,

then:

¢ _ C0-a > Raun + Rgan(l — qun) — ¢ __ Ul
=X =X+ Aay =X = A+ A,
C(1 = qay) C(l — qun)
B~ Ba = Baup(l = un) 2 p=A+ Ay p— A+ Agan
Crqan — qag)
(0= At Maun) (i — AT Nng)
Qan — Gag
(1= qan)? (1 = A+ Adan) (1 — A+ Aqu )

R —

R<1 - Q4,n)2 2

R
—_— >
Cu —

The above equations show that the optimal price comparison between the escalation

models depend on the model parameters.

Lemma 4.7: Uy, («) is concave in .

Proof:
Uy, () B 8Ca\?u
oo (4p2 — N2a2)?
0*Uy () _ 8u(BXa? +4Np?) ~0
o2 (402 — \2a2)?

Lemma 4.8: U, () is concave in c.

Proof:
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Oy, (o) 8CaNp
da - (4,u2q2 _ )\2a2)2
PUsy(a)  8u(3N'a® +4X*1*¢?) <0
da2 - (4,“2(]2 _ )\2a2)3

Proposition 4.5: % (q) > a5’ ,(q).

Proof:

Since the individual utility functions are concave as given in Lemmas 4.7 and 4.8, we
can compare the first derivative functions of the two models. Since the first derivative
equations are negative and the 0 < ¢ < 1, the first derivative function of the Two-
Parallel-Stage Model With Resolution is smaller compared to the Two-Parallel-Stage

Benchmark Model for all values of «, where 0 < o < 1. So, the result follows.

Lemma 4.9: Sy, («) is concave in a.

Proof:

85171,(@)
oo

9251, () 8u(Na? + 12aX3p?)

8\3a?u B ANp
(42 — X2a2)2  (4p2 — N2a2)

= R\q —

= - <0
Do (442 — X2a2)3
Lemma 4.10: Sy, («) is concave in .
Proof:
0S8, (a) R — X3 B A\
oo (422 — N2a2)2  (42¢% — \2a2)

PSyu(a)  Bu(Na? + 120X 1%¢?)
da2 - (4M2q2 _ )\2042)3

<0

Proposition 4.6: a7 ,(q) > a3 ,(q).
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Proof:
Using the concavity conditions given in Lemmas 4.9 and 4.10, and comparing the first

derivative functions for all values of «, the result follows.

Lemma 4.11: I1; ,(q) is concave in q.

Proof:
—821_;(]’;((1) = —4a <0
Corollary 4.2: ¢7 , 1s:
4, = % (A.3)

Proof:
Using the concavity given in Lemma 4.11, and equating the first derivative function

to 0 with respect to the quality level the result follows.

Lemma 4.12: I, ,(v) is concave in q.

Proof:

Oy, (q) 320\u’q

= —4
dq (a2 =2z~
Oy (q) _  4faldp’q” = V)" + 8Cw° (N + 120°¢%)] _
o (4p2q* — X2)?

Corollary 4.3: ¢, 1s:
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(A.4)

Proof:
Using the concavity given in Lemma 4.12, the optimal quality level is found by equat-

ing the first derivative function to 0 with respect to the quality level; i.e.

2 /8C U3\
aHQ,V(Q) A * @
I

dq v 2

Proposition 4.7: In the short term for the given model parameters, R, C, a, g, A and
i, we have the following comparison for the price and profit values.

-Pricing Comparison:

. 16Cu3(1
pl,u(Q) Z 2,1/((]) 1f (4/!2(12—52)((;%)—/\2) Z R

2.,(q) 0.W.

-Profit Comparison:

. 16013 (1
Hl,y(Q) Z H2,V(Q> 1f (4u2q2,§2)((:“2),)\2) Z R

I, (q) <1a,(q) 0.W.

Proof:

For the given service quality levels, in order to compare the market capturing prices
of the two models, we compare the functions expressed in (4.28) and (4.33). Assume
the market capturing price as a function of the service quality level of the benchmark

model is at least equal to or greater than the price of the resolution model. Then;

4Cu 4C

Rg———>R————— =
q A2 — N2 = Ap2q? — N2
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4C 4Cu
— > R(1 —
4Iu2q2_)\2 4,LL2—>\2 —R( Q):>
40 u(4p2 — 4p2¢2
p(dp® — 4p*q?) > Rl —g) =

(4p2q* = M) (4p* — A?)

16C L3 (1 + q)
242 _ \2 2 )2 Z R
(4p2q” — N)(4p? — A?)

To compare the profit values we use the expressions given in (4.29) and (4.34). Since
in these functions, the arrival rate and the cost of the quality are the same, the profit

comparison depends only on the pricing comparison. So, the result follows.

Proposition 4.8: In the long term for the given model parameters, R, C, a, A and
W, if R\ > 4a

-Quality Level Comparison: ¢; , =12 q;,

-Pricing Comparison: pi, > p;,

-Profit Comparison: 117 , < TI3 ,

Proof:

If R\ > 4a, the optimal service quality level expression given in Corollary 4.2 takes
higher values than 1, in which case we set it to 1. This means, the profit maximizer
provides perfect quality service in the Benchmark Model. On the other hand, since
the profit function of the Resolution Model is concave with respect to the quality level
as given in Lemma 4.12, it can be more profitable for the profit maximizer to set the
interior quality level. So, the service quality level comparison follows.

The price functions given in (4.28) and (4.33) are increasing in the quality level. They
receive the same value in the perfect quality level. This shows that the optimal price
of the Resolution Model is lower compared to the Benchmark Model, since the opti-
mal quality level is lower.

For the profit comparison, the profit functions stated in (4.29) and (4.34) receive
same value for the quality level 1. Since the profit function of the Resolution Model
is concave as given in Lemma 4.12, we conclude that the profit maximizer maximizes

his profit by setting the lower service quality level. This shows the profit comparison.
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Proposition 4.9: p1,(q) < p1.4(q) and 111 ,(¢) < I11 4(q) for all values of q.
Proof:
To compare the price values between the two-parallel-stage and the single stage bench-

mark values, we use their price expressions:

P1w(q) = Rq — 4;0_uv
pra(q) = Rq — 2;: S
If p1.,(q) < p1,alq), then;
4Cu

> =20 > A
4p? — N2 7 2u— A o=
Since the above condition holds, the pricing comparison follows.
Since the price is higher, and the cost of the quality is lower in the single server model,

the profit comparison also follows.

Proposition 4.10: ¢7 , < q7 4, P71, < pi4 and 117, <117 .
Proof:
The optimal service quality levels of the single server and two-parallel-server bench-

mark models are:

. R
QI,V_ 4a
. RA
ql,d_ 2a

So the optimal quality level of the two-parallel-server model is lower.

For the optimal price comparison we have:
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. 4Cu
P, = Raip — iz -2
C
* R -
41,4 q1,d 2 — A

Since the first term is higher and the second term is lower in the Two-Parallel-Server
Benchmark Model compared to the single server, the comparison holds.

To compare the optimal profits, we use the following profit functions:

T — ) RR_)\ A0 ] a/\QRQ _NR? _ACMu
v da  4p® — N2 16a2  8a 4p? — N2
R C NR? \’R? CA\p
I, =X |R— — -2 = -
Ld {R 2 2u— /\} a2 4a 2u— A

Since the first term is higher, and the second term is lower in the Single-Stage Model,

the profit comparison follows.

Proposition 4.11: ay%,(¢) < af%(q) for all values of g.
Proof:

Using the equilibrium joining probabilities of the 2-parallel-stage benchmark model

and the benchmark model with double rate, we have the following comparison:

(

c
21— fq c c
07 Y ﬁ < Rq S ﬁ

a7 c c

A w < RS 355 (A-5)
a2 — g c ACu
q
by 71 20—\ < Rq S 4p2—X2
e}

| 1.1 e < Rg



Appendiz A: PROOFS

147

and in the third region , to compare the equilibrium joining probabilities, we take the

squares of the expressions as:

2 A
e 2 R
(aqu(Q)) = )\2 .
4C 2
eq 2_4’u2_R_:_‘_RCQ’q2
(Oél d(q)) )\2

since the second one is greater, the result follows.

Proposition 4.12: af ,(q) < af 4(q) for all values of ¢.
Proof:

To compare the socially optimal joining probabilities, we use the first derivative ex-

pressions of the social functions as:

951 ., () ANCp(4p® + N2a?)
2 RAg —

e (20 + Aa)?(2u — Aa)?

051 4(a) 27C' 1
- — RN - —
fira (2 — Aav)?

If o, (q) < af 4(a), then:
2 2.2
ACu(4p® + X°a?) > 20 =

(2p + Aav)?
8u” +20°a” > 4p® + A + Na® =
42 + N2a? — 4o > 0 =

(21— Aa)? >0

Since the above condition always holds, the result follows.

Proposition 4.13: pa,(v) < p2.4(q), and pag4(q) < p2,a(q).
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I, (¢) < 24(q), and T4 4(q) < Il 4(q).

for all values of q.

Proof:

We first write the price expressions of these three resolution models as a function of

q as:

p2u(q) = R — m

p2a(q) = R

Assuming that ps,(¢) < p2,4(q), then:

4Cw S C
242 _ \2 — _ =
4rg? = N 7 2uq — A

4C S C
242 _ \2 — _ =
4prq® — N T 2pug — A

2uq + X <4

In the above condition, the left hand side reaches its maximum value for ¢ = 1. Since
the left hand side is at most equal to the right hand side for this maximum value,
then we conclude that the condition already holds for the other values of 0 < ¢ < 1.
So, the result follows.

Now, we write the market capturing price functions of the Perfect Escalation Model
and The Model with Resolution With Double Server Rate as a function of the quality

level.

p2a(q) = R — 29—
¢ Cl-g9q
p=A p—=A1l-gq)

p4,g(q) =R -
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Since for the same expected reward, the expected waiting cost of the Perfect Escala-
tion Model in only the first server is greater than, the total waiting cost of the Single
Stage Double Server Rate Model With Resolution, the comparison holds.
Proposition 4.14: oy’ (q) < ay’y(q) and a5, (q) < ayly(q) for all values of q.

Proof:

The expected reward expressions of the three resolution models are the same so we
compare the expected waiting costs. The total expected waiting cost of the perfect

escalation model is :

_ ¢ C(1—gq)
E[W4’g]_u—k+u—k(1—q)

For the Single Stage Double Server Rate Model With Resolution it is:

~_ C
C2uq — A

E{Wzd]

Since the waiting cost in the first server of the perfect escalation model is higher than
the cost in the single stage model, we conclude that the customers are more willing
to join (the equilibrium probability) is higher in the Single Stage Model. This proves
the first part.
Now let us compare the waiting costs of the Two-Parallel Stage Model and the Single
Stage Model.

4C
EWs,] = A2q? — N2
C
EW, 4] =
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Assume E[W,,| > E[Ws4], then

4Cu S
ApPq? = N 7 2ug — A

= 4p > 2uq + A

As given in Proposition 4.12, the condition always holds. So, since the expected
waiting time of the Two-Parallel-Stage Model is higher than, the equilibrium joining

probabilities are lower.

Proposition 4.15: o} ,(q) < a3 ,4(q) and o3 ,(q) < o3 4(q) for all values of q.
Proof:

The similar result follows based on the reasoning given in Proposition 4.14.

Lemma 4.13: T14(u1, q) is jointly concave in pq and q.
Proof:

Oly(u,g) . Cx  CAMl-g)
O (1= A2 (2p—p — A+ Ag)?
0Ty (1, q) 20\ 2CA(1—q)
. _ S - 5 < 0
0,2 (11— A3 (21— 1 — A+ Aqg)
ML, (11, q) CA(=2p + 1)
GV 9p) — 2R — —4a
dq 4 (20— p1 — A+ Ag)? !
2 2 -
PMalrnsd) g - 2CONCu—p)

9z (20 — 11 — A+ Ag)?
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0°Ma(p1,q) _ CN=2p+ pu + AM(=1+q))
0q, O (A =24+ p1 — Ag)?

0°Ma(p1,q) _ CN=2p+ i + A1+ q))
Oy, 0q (A =2p 4 p1 — Ag)?

Since in the above two derivative functions, the cross terms of the Heissian functions
are the same, and the second derivative functions of the model parameters are nega-

tive, the result follows.

Lemma 4.14: Tl4(q1, q2) is jointly concave in ¢, and gs.

Proof:

Oll4(q1, q2) Cp
T ) _ py — Ragy + —2
Iq = (o — A+ Aq1)? o
O*1y(q1, o) _ 20X —2a <0
aq% (ﬁb_ )\‘F)\QI)g
11
OlL(g1,92) _ RA(1 —q1) — 2age
aQQ

O*y(q1, g2)

=—2a4<0
g3 ’
821_[4((]1 C]2)
UL Ry <
0q1, 0qo
Plilda2) _ _py g

aQZa 86]1
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As in Lemma 4.13, the result follows.

Corollary 4.4: The optimal quality level of the second server as a function of the

quality level of the first server is:

RAX1—q)

CI;(%) = 2

Proof:
By equating the function 0ll4(q1, g2)/dq2 to 0 in Lemma 4.14, the result follows.

A.4 Proofs Of Chapter-V

Lemma 5.1: II;(p, q) is concave in p.

Proof:

= —b
o (1 —N)?
2
Olh(pg) _ 20X
op? (1= A)3

Corollary 5.1: Optimal service rate as a function of the model parameters is:

CA

pi(q) = A+ e

Proof:

Since the function is concave as given in Lemma 5.1, the optimal service rate is found
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by equating the first derivative function to 0.

oL (p, q) CA B ern CA

So,the result follows.

Lemma 5.2: I1; (3, q) is concave in q.

Proof:

81_[1 (MT? Q)

=R\N—2
dq “q

82]-_[1(/1){7 Q>

5 =—-2a<0
q

Corollary 5.2: Optimal service quality level is:

. B\t (RA — ag)g > 2V/ONb+bA forall 0 < g < 1
41 =
0’ 0. W.

Proof:
Using the concavity given in Lemma 5.2, and setting the first derivative of the profit

function with respect to the service quality level, the result follows.

Proposition 5.1: If positive profit is possible for the Service Rate is a Decision and

the Fized Service Rate Case, then:
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Proof:

Using the concavity properties of the profit functions as given in Lemmas 5.1 and 5.2,
and the optimal service quality level expressions which are derived by equating the
first derivative of the profit functions with respect to the service quality level to 0, we

obtain the result.

Lemma 5.3: Ily(p, q) is concave in p.

Proof:

— —b
o (Hg —A)?
’Ma(p,q) 20N ~0
ou? (ng — )3

Corollary 5.3: Optimal service rate as a function of the model parameters and the

service quality level is:

2(q) TV \/@

15(g) =
2 q

Proof:
Based on the concavity given in Lemma 5.3, the optimal service rate as a function of

the service quality level as obtained from the first order conditions as:

Oy (1, q)
T2l g Mo i) = —
O (ng — \)? #a(9) q
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So,the result follows.

Lemma 5.4: Tly(ud, q) is concave in q.

Proof:

Oy (13, q) CAb | bA

= +—=—a
dq ¢ ¢

PMoligyg) _ 3 JCN_ 2A
0q? 2\ & ¢

Lemma 5.5: TI3(p, q) is concave in p.

Proof:

= —b
o (1g — N)?
OMs(mg) _ 20N _
o (ng —A)?

Corollary 5.4: Optimal service rate as a function of the model parameters and the

service quality level is:

n3(q) =

Proof:

Using the concavity given in Lemma 5.5, and equating the first derivative function to
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0, the result follows, as in Corollary 5.3.

Proposition 5.2:

13(q) > p5(q) > pi(q)

Proof:
Comparing the optimal service rate expressions as a function of the model parameters

given in Corollaries 5.1, 5.3 and 5.4 the result follows.

Lemma 5.6: II3(p3, ) is concave in q.

Proof:

olls(p3, q) 4CNb  bA
etV L A ~Z 9
dq q* * q? “

Oly(ps.q) <bA 2 bCA)

— —2a <0
0¢> ¢

Proposition 5.3: g5 > ¢ and p3 > p5.

Proof:

To prove this result, we start with comparing the optimal quality levels. Since the
profit functions are concave as given in Lemmas 5.4 and 5.6, to compare the optimal

service quality levels, we compare the first order conditions as:
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aHi’) (:ui;n Q) _

Olly (13, q) CAb DA
— Z 9
dq q * q? “

4CXb DA
+— —2aq
q

og \ ¢*

For all the values of the service quality level, 0 < g < 1, the second and third expres-

sions of the two first derivative functions given above are the same. Since the first

expression of the derivative function of the Model With Returns is higher than the

first expression of the derivative function of the Model With Resolution, the optimal

quality level expression comparison follows.

For the same service quality level, the service rate of the Model With Returns is

higher than the Model With Resolution. Since the optimal quality level is higher in

the Model With Returns, so the optimal service rate comparison also follows.

Lemma 5.7: I1;_, (i, q) is jointly concave in pu and q.

Proof:

oI, (1 q) _

320NC(3\2 1 + 443
B (3A\p + u)<0

O (4% — \2)3

821_[1_1,(,&, Q)

52 = —4a <0
q

0?11y, (1, q)

dqou =0
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O, (1, q)

oudq =0

O3 VQ(WI) and 9211 _, (1,q)

ou 0q?

Since the eigen-values of the Heissian matrix, , are negative

and

oI}, (1a) 2Ty (i) _ 01—y (p1,9) 02Ty (119)
Ou? 0q? 0qopu Oudq

is positive, the result follows.

Proposition 5.4: If the positive profitability is achieved in both of the cases: Ser-

vice Rate is a Decision and the Fized Service Rate,

Proof:
Since the profit function is concave with respect to the service quality level, and the
service rate and the service quality level terms are not inter-related, equating the first

derivative functions in both of the cases, the result follows.

Lemma 5.8: Iy, (u, q) is jointly concave in pu and q.
Proof:

Py (p,q) _ 320A(3Nug® + 4p°q")

- 0
Op? (2 =

Pl (pq) — 3200% (N + 12p°¢°)

o> W@ =y

Pl (i, q) — 320M%q(3N + 44%¢?)

0
dqop (42 — X
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Py (p1,q)  320N2q(3N* + 4p°¢?)

= <0
Opudq (4p%q? — N?)?
2
Since the eigen-values of the Heissian matrix, 8H15;2(“ 9 and 82H18‘q v (1 ’q)7 are negative
and
82H25;2(M’Q) 62H25(1"2(“’q) - BZH;;&S“ :2) 82H§;g;“ 2 ig positive, the result follows.

Proposition 5.5: pi_,(q) < ps_,(q) if pg > X for all values of p and 0 < q <1.
Proof:

To compare the service rate expressions as functions of the quality level, we use the
first derivative functions derived in Lemmas 5.7 and 5.8. When we look at the first
derivative functions, we observe that the numerator and the denominator of the first
derivative function of the two parallel stage model with resolution which is derived
in Lemma 5.8 is smaller. However since the denominator reduces more; i.e. it is a
squared expression, we conclude that the first derivative function of the two parallel
stage model with resolution takes higher values compared to the two parallel stage
benchmark model. This shows us that optimal service rate of the model with res-
olution is higher than the optimal service rate of the benchmark model in the two
parallel stage case for the given quality levels. However to end up with this result,
we have to reach the steady state in both of the models, which forms a condition of
pq > X for all values of 4 and 0 < ¢ < 1. Otherwise, positive profitability conditions

can not be reached in model with resolution and the comparison seems unfair.
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Appendix B

NUMERICAL RESULTS

B.1 Numerical Results of Chapter-I11

Observation 3.1:a]? > af.
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Observation 3.2:05" > a3.



Appendiz B: NUMERICAL RESULTS 162

Observation 3.3:a5" > af.
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Observation 3.4: If R\ < 2a, then II; , <IIy .

B.2 Numerical Results of Chapter-1V

Observation 4.1. af’, (q) > o ,(q), and ag’ (q) > o] ().
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Observation 4.2. ay’,(¢) < of ,(¢), and o5’ (q) < af ,(q).
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Observation 4.3. In the long term, for the given model parameters, R, C, a, A
and p, if RA < 4a:
-Pricing Comparison: py, < p5,

-Profit Comparison: 117, <113,
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Observation 4.4. Assuming all the models are profitable;

o if R\ < 4a then,
pid Z pz,n Z pT,l/'
HT,d 2 Hz,n 2 HT,I/'
e if R\ > 4a then,

Pla = Piy = Pin

Hf,d 2 Hz,n :
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Observation 4.5.
o Optimal Quality Level Comparison: qj , < g5, -
e Optimal Price Comparison: py, < p5, < pj 4.

e Optimal Profit Comparison: 1Ij , <1II5 , <II5 ; .
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Observation 4.6. IT;(u1,q) > 117, (11, ).
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Observation 4.7.113(q1, ¢2) > 1}, (1, q).
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B.3 Numerical Results of Chapter-V
Observation 5.1:
o If < py then g5 < g5 ;.

o If 1> p3 then g5 > ¢ ;.

o (3 q35) > 1 (p,03,)

)
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Observation 5.2:
o If 1 < p3 then g3 < g3 ;.
o If yu > pi then ¢5 > ¢5 ;.

o I (p3,q5) > 11 (n, a3 )-
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Observation 5.3:
o I (1,q3;) <T (1, a35;)

o IT(p3,q%) <II(p2,¢3).

See Observations 5.1 and 5.2.
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Observation 5.4:For the Parallel Server Model, optimal quality level values and

the profits of the fixed service rate and service rate is a decision case is compared as:

Gvp=ai-, =2, (RA—4aq)q > 755 + by

qT*ll,ﬁ, =0< QT,W O0.W.

o II (,LL, QT,V"[L) <II (/[{71/7 Qsz/)
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Observation 5.5:
o Ifp<us5 ,theng ,,>aq_,.
o If M > /”L;—V then q;—y > q;—%ﬁ'

o II (lusz qz—y) Z II (lua quu,/l)'
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Observation 5.6:
o [ (,u, qf,l,,ﬁ) S 11 (M? qgfz/,ﬁ)‘

o (1 ,qi,) <TI (15, q5,)

See Observations 5.4 and 5.5.
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Observation 5.7:
d qun,ﬁ = qun

o II (,u, C]Z_mﬂ) S 11 (MZ—nv qzlk—n)
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Observation 5.8:
o If < pj ,then gy ;> q

g

o If > pj ,then gy , >q; 7

o I (1 g @ig) >0 (1, Gy z)-
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Observation 5.9:

qug“a S qunﬁ and qug S qun
° MZ—g Z Mz—n
o II (,uv qun,ﬂ) < I1 (,LL, qifgyﬁ)'

o T (i pdiy) <T (g i)

See Observations 5.7 and 5.8.
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parameters af! o
R=1,0 =075 A—=4,1=55q=04 | 091|057
R=1,0 =075, A=4,1=554=08 |1 |08l
R=1,C=07,A=4,u=75,¢g=04 1 0.94
R=1,0 =075, =4,u=754=08 |1 |1

R=1,C=0.7,A=5u=55,¢g=04 0.72 ] 0.46
R=1,C=0.75,A=5u=55,¢=08 0.91 | 0.65
R=1,C=075,\A=54u=75,¢q=04 1 0.75
R=1,C=075,A=5u=75¢=038 1 0.97
R:10—15A—4u—55q—04 0.44 | 0.24
R=1,C=15 )= =5.95,¢ =028 0.9 |0.57
R:10—15/\—4,u—75Q—04 0.94 | 0.55
R=1,C=15A=4,u="75,q=0.8 1 0.94
R=1,C=15\A=5u=55,¢g=04 0.35 ] 0.19
R=1,C=15X=5u=55,¢q=0.8 0.72 | 0.46
R=1,C=15 )\—5u 7.5, =04 0.75 ] 0.44
R=1,C=15\= =75,q=028 1 0.75
R:15C—075)\—4,u—55q—04 1 0.72
R=15C =07, —4,1=559—08 1 | 001
R=15C =075, =4,u=75q=04 1 |1

R=15C =07 =4u=75¢=08 1 |1

R=15,C=0.75,A=5u=55,¢g=0.4]0.85| 0.58
R=15,C=0.75,A=5u=55,¢q=0.8]0.97 | 0.73
R=15C=07,A=5,u=75,¢q=04 |1 0.89
R=15C =075, A=5,u=75,4q=08 |1 |1

R=15,C=15A=4,u=55,¢q=04 | 0.75 | 0.45
R=15C=15A=4,u4=55,¢=08 |1 0.72
R=15C =15 —4,1=75q=04 |1 | 079
R=15C =15 =4,u=754=08 |1 |1

R=15C=15A=5u=55¢=04 |06 | 0.36
R=15,C=15A=5u=55,¢=08 | 0.85| 0.58
R=15,C=15A=5u=75,¢=04 |0.99 | 0.63
R=15C=15A=5u=75,¢q=08 |1 0.89

Table B.1: Comparison Between The Equilibrium and Socially Optimal Joining Prob-

abilities of the Benchmark Model
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parameters as? | ad
R=1,0 =075 A—4.1=55q=04 |036]023
R=1,0 =075, —=4,1=554=08 | 091065
R=1,C=07,A=4,u=75,¢g=04 0.56 | 0.37
R=1,C=07,A=4,u=75,¢g=038 1 0.97
R=1,C=0.7,A=5u=55,¢g=04 0.28 | 0.18
R=1,C=0.75,A=5u=55,¢=08 0.73 ] 0.52
R=1,0 =075 A=5,u=75,q=04 | 04503
R=1,C=075,A=5u=75¢=038 1 0.78
R:10—15)\—4,u—55C]—04 0.17 | 0.1
R=1,C=15 )= =5.95,¢ =028 0.72 ] 0.46
R=1,C =15, /\—4,u—75q-()4 0.37 | 0.22
R=1,C=15A=4,u="75,q=0.8 1 0.75
R=1,C=15\A=5u=55,¢g=04 0.14 | 0.08
R=1,C=15X=5u=55,¢q=0.8 0.58 | 0.37
R=1 C—l5>\—5,u 7.5, =04 0.3 | 0.18
R=1,C=15\= =75,q=028 0.9 |]0.6
R:15C—075)\—4,u—55q—04 0.42 ] 0.29
R=15C =07, A—4,1=554—08 097 | 0.73
R=15C=07,A=4,u="75,¢q=0410.62 | 0.44
R=15C =07 =4u=75¢=08 1 |1

R=15C=0.75,A=5u=55,q=0.4]0.34 | 0.23
R=15,C=0.75,A=5u=55,¢q=0.8]0.78 | 0.58
R=15C=075,A=5,u=75,¢q=0.41]0.5 | 0.36
R=15C=07,A=5,u=75,¢g=0.8 |1 0.85
R=15C =15 —=4,1=55q4=04 |03 | 018
R=15C=15A=4,1u=55,¢g=08 | 0.85| 0.58
R=15C =15 —4,1=75q4=04 |05 | 032
R=15C=15A=4,u=75,¢q=08 |1 0.89
R=15,C =15 =5,41=55,q—=04 |024]0.14
R=15,C=15A=5u=55,¢=08 | 0.68 | 0.46
R=15,C=15A=5u=75,¢q=04 |04 |0.25
R=15C=15A=5u=75,¢q=08 |1 0.71

Table B.2: Comparison Between The Equilibrium and Socially Optimal Joining Prob-

abilities of the Resolution Model
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parameters asl | o
R=1,0 =075 =4 1=55q=04 |049 031
R=1,0 =075, —4,1=554=08 | 089063
R=1,C=075,A=4p=75¢=04 0.66 | 0.44
R=1,C=075,A=4,1p="75,¢=08 1 0.88
R=1,C=075,A=5p=55,¢q=04 0.43 ] 0.28
R=1,C=075,A=5p=55,¢q=08 |0.74]0.53
R=1,C=07,A=5up=754¢=04 |0.58]0.39
R=1,C=075,A=5u="75,¢g=08 1 0.75
R:10—15)\—4,u—55C]—04 0.24 | 0.13
R=1,C=15\= =95.9,4 =038 0.71 | 0.45
R:10—15/\—4,u—75q—04 0.44 | 0.26
R=1,C=15A=4,1="75,¢g=0.8 1 0.68
R=1,C=15A=5u=55,¢=04 0.21 | 0.12
R=1,C=15\X=5u=55,¢g=0.38 0.59 | 0.38
R=1,C=15 )\—5u 7.5,q=04 0.39 | 0.23
R=1,C=15\= =7.5,q=038 0.86 | 0.58
R:15C—075)\—4,u—55q—04 0.54 | 0.39
R=15C =075, A—4,1=554—08 | 094 | 0.71
R=15C=07,X=4,p=75,¢g=04|0.73 | 0.52
R=15C=07,A=4,14=75,¢q=08 |1 0.96
R=15C=07,A=5,4=55,¢q=04 043 | 0.35
R=15C=07,\X=514=55,¢g=08|0.79 | 0.60
R=15C=07),\A=5,u=75,¢q=04|0.59 | 0.46
R=15C=07,\A=5pup=75,¢q=08|1 0.81
R=15,C=15,A=4,14=55,¢q=04 | 041 0.24
R=15C=15A=4,1=55,¢=08 |0.82]0.55
R=15C=15A=4,4=75,¢=04 |0.59 | 0.37
R=15C =15 A=4,u=754=08 |1 |08l
R=15C=15A=5,4=5.5,¢q=04 |0.35]| 0.22
R=15C=15A=51=55,¢q=08 |0.69 | 047
R=15C=15A=5,0=75,¢q=04 |0.52| 0.33
R=15C=15A=5p="75,¢=08 |0.96 | 0.68

Table B.3: Comparison Between The Equilibrium and Socially Optimal Joining Prob-

abilities of the Model With Returns
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parameters

*
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HZ)\
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Table B.4: Comparison Between The Profits of the Benchmark Model and Model

With Resolution When R\ < 2a



Appendiz B: NUMERICAL RESULTS

183

parameters apy | ai, || agh, | ad,
R=1,C=0.755,A=5u=55,4¢=04 0.92 ] 0.64 || 0.79 | 0.51
R=1,C=0.75,A=5u=>55,¢=038 0.94 | 0.68 || 0.93 | 0.67
R=10C=07A=b,u=754=04 |1 |098]1 |083
R=1,0=07A=4,u=554=04 |1 |08 | 093|064
R=1,0=075A=bu=754=08 |1 |1 |1 |1
R=1,C=07,A=4,u="75¢=0.8 1 1 1 1
R=1,C=0775,A=4,4=55,4=0.8 1 0.85 || 1 0.83
R=1,0=07,A\=4,1=759=04 |1 |1 1|1
R=1,C=15X=5u=55¢=04 0.69 | 0.42 || 0.84 | 0.22
R=1,C=15\A=5u=554¢g=038 0.78 | 0.5 0.76 | 0.49
R=1,C=15A=5u=754¢=04 1 0.73 | 0.85 ] 0.5
R=1,C=15A=4,u4=55¢=04 0.86 | 0.53 || 0.51 | 0.27
R=1,C=15\A=5u=754¢g=038 1 0.81 || 1 0.79
R=1,C=15A=4,u=75,4=038 1 1 1 0.98
R=1,C=15A=4,14=55,4=038 0.97 1 0.63 || 0.95 | 0.61
R=1,C=15AX=4,u=75,¢q=04 1 091 || 1 0.62
R=15C=07,A=5u=55,¢=04]098 |0.73 || 0.91 | 0.63
R=15C=0.75\= 5,u 5.5,q=0.810.99 | 0.76 || 0.98 | 0.75
R=15C=0.75\= =75q¢=04|1 1 1 0.96
R:15C—075/\—4,u—55q-04 1 0.92 || 1 0.79
R=15C=075,A=5,u=75¢=0.81]0.99 | 0.76 || 0.98 | 0.75
R=15C=07,A=4,u=754¢=08 |1 1 1 1
R=15C=075,A=4,u=55¢g=08 |1 0.95 || 1 0.94
R=15C=07,A=4,u=75¢=04]1 1 1 1
R:15C:15)\—5/L—55q—04 0.84 | 0.56 || 0.67 | 0.4
R=15C=15\= =5.5,¢q=0.8 |0.89 0611 088 | 0.6
R:15C=15)\—5M—75Q—04 1 0.82 || 1 0.7
R=15C=15A=4,u=55,¢q=04 |1 0.7 0.84 | 0.51
R=15C=15\A=5u=75,¢q=08 |1 094 || 1 0.93
R:15C:15)\—4u—75q—08 1 1 1 1
R=15C=15\= =55,q=08 |1 0.77 || 1 0.76
R:15C:15)\—4/L—75q—04 1 1 1 0.89

Table B.5: Comparison Between The Equilibrium and Socially Optimal Joining Prob-
abilities of the Escalation Models
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parameters afy, | ar, || oy, | a5,

R=1,C=07755,A=5u=55,¢=04 0
=1,C=0.75,A=5u=554¢g=038 1
—1,C=075,7A=5,u=75,q=04 0
—1,C=075, =4, =55,q=04 0.85
—1,0=075,A=51=75,4=08 1

0.75,\=4,u=175,q =038

0.75,\=4, ) =5.5,q = 0.8

0.75, =4, u=175,q=0.4

15, A=5,u=55,q=04

15, =5,1=55,q9=08

1.9, =5, u=75,q=04

15, =4, 1=55,9=04
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Table B.6: Comparison Between The Equilibrium and Socially Optimal Joining Prob-
abilities of the Parallel Server Models
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parameters pr, |1, | ps |15,
R=5C=025 =1, u=5a=3 |203]099 | 445 | 3.84
R=5C=025, =1, u=5a=6 |0.99]|047 | 423333
R=50C=025,\A=1,u=75a=3]205]| 1.0l | 455 | 4.08
R=50C=025 =1, u=75a=6 | 1.01 | 0.49 || 4.37 | 3.68
R=50C=025\=2pu=5a=3 |4.11]|4.06 | 461 | 8.21
R=50C=025,A=2pu=5a=6 |203]|1.98 | 445 7.33
R=50C=025 =2 pu=75ba=3 | 413 | 4.10 || 4.68 | 8.63
R=50C=025\A=2pu=175a=6 | 2.05 | 2.02 | 4.55 | 8.00
R=5C=1\A=1,pu=5a=3 1.88 [ 0.84 | 3.90 | 2.75
R=5C=1\A=1u=5a=6 0.84 | 0.32 || 3.45 | 1.78
R=5C=1\A=1u=175a=3 |195]|0091 | 411 3.18
R=5C=1\A=1pu=175a=6 | 091|039 3.74 | 2.42
R=5C=1\A=2pu=5,a=3 3.96 | 3.75 || 4.23 | 6.66
R=5C=1\A=2pu=5a=6 1.88 | 1.67 | 3.90 | 5.14
R=5C=1\A=2pu=175a=3 |4.03]|3.90 | 437 |7.36
R=5C=1\A=2pu=175a=6 |1.95]|1.81 || 411 | 6.21
R=3,C=025\ =1 u=5a=3 |07 |032]245]1.84
R=3,C=025 =1,u=5a=6 |032]014 223133
R=3,C=025 =1, pu=75a=3]0.72] 0.34 | 2.55 | 2.08
R=3,C=025 =1, pu=75,a=6 | 0.34] 0.15 || 2.37 | 1.68
R=3,C=025,A=2pu=5a=3 |145|1.4 | 261|421
R=3,C=025,A=2pu=5a=6 |0.7 |0.65| 245 3.33
R=3,C=025,\A=2,pu=75a=3| 1.47 | 1.43 || 2.68 | 4.63
R=3,C=025A=2,u=75a=6]0.72 ] 0.68 || 2.55 | 4.00
R=3C=1\=1,u=5,a=3 0.55 | 0.17 || 1.90 | 0.75
R=3C=1\=1,u=5a=6 0 |0 0 |0

R=3C=1\A=1pu=175a=3 |0.62]024] 211118
R=3C=1A=1pu=175a=6 | 024|005 ]| 1.74 | 0.42
R=3C=1\A=2pu=5,a=3 1.29 | 1.08 | 2.23 [ 2.66
R=3C=1\A=2pu=5a=6 0.54 | 0.33 ][ 1.90 | 1.14
R=3C=1\A=2pu=75a=3 |136] 123 2.373.36
R=3C=1\A=2pu=175a=6 | 061|048 | 211221

Table B.7: Optimal Price and Profit Comparison of the Parallel Server Models
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parameters Pin | Wi, | pi, |10, [ pig |,
R=50=025\=15u=175,a=1 |3.99| 437|483 524|488 6.31
R=50C=025\=15pu=175,a=3 |3.02]252 292208488 1.31
R=50C=025,\A=15pu=25a=1 |453|5.11 | 489|534 | 493 | 6.40
R=50C=025\=15pu=25a=3 |3.77 370|299 | 2.18 | 4.93 | 4.40
R=5C=025 =1u=17,a=1 426 [3.10 | 4.84 284 |49 |39
R=5C=025\A=1,u=17,a=23 315 | 1.83 | 1.94 | 0.89 | 4.05 | 1.98
R=50C=025 =1, u=25a=1 441 [ 3.37 | 4.89 [ 2.90 | 4.94 | 3.94
R=5C=025 =1 pu=25a=3 3.31 | 2.01 | 1.99 | 0.94 | 4.09 | 2.22
R=5C=1,A=15pu=17,a=1 0 |0 |43 [445]45 |5.80
R=5C=1,A=15pu=17,a=3 0 |0 |24 12945 |3.75
R=5C=1)\=15pu=25a=1 378 | 4.29 | 4.56 | 4.84 | 4.71 | 6.07
R=5C=1\=15pu=25a=3 2.04 [ 232 [2.66 | 1.68 | 4.71 | 4.07
R=5C=1 =1u=175,a=1 325 | 2.07 | 438 | 2.38 [ 4.6 | 3.6
R=5C=1 =1pu=175,a=23 2.07 | 0.52 | 1.48 | 0.42 | 3.75 | 1.68
R=5C=1A=1Lpu=25a=1 3.01 | 2.79 | 4.58 | 2.58 | 4.75 | 3.75
R=5C=1A=1pu=25a=3 272 | 1.34 | 1.68 | 0.62 | 3.9 | 1.83
R=750C=025,\A=15pu=17.a=1|6.33 802|733 899 | 7.38 | 10.06
R=75C=025,A=15,u=175a=3| 556 | 5.73 | 6.83 | 5.01 | 7.38 | 8.06
R=750C=025,A\=15pu=25a=1 |7.08]|9.15|7.39 9.0 7.43 | 10.14
R=750C=025,A\=15,u=25a=3 | 634690 | 694|511 |743|8.14
R=750C=025,A\=1,u=175,a=1 | 683|555 |734|534|74 |64
R=750C=025,A=1,u=175,a=3 | 563|375 |449 219 |74 |44
R=1750C=025,\A=1,u=25a=1 701 | 5.73 | 7.40 | 5.39 | 7.44 | 6.44
R=750C=025,\A=1,u=25a=3 | 583|395 | 455|224 7.44 | 4.44
R=75C=1,A=15pu=17,a=1 33434368 |82 |7 |95
R=75C=1A=15u=17,a=3 | 2590956354127 |75
R=75C=1\A=15pu=25a=1 6.34 | 7.96 | 7.06 | 8.60 | 7.21 | 9.82
R=75C=1,\A=15u=25a=3 5.58 | 5.59 | 6.61 | 4.61 | 7.21 | 7.82
R=75C=1 =1, u=17,a=1 5.84 | 447 | 6.88 | 4.8% | 7.1 | 6.1
R=75C=1A=1,u=175,a=3 459 [251 | 403|172 |71 |41
R=75C=1\A=1,u=25a=1 6.48 | 5.07 | 7.08 | 5.18 | 7.25 | 6.25
R=75C=1A=1,u=25a=3 531 | 3.29 | 4.23 [ 1.93 [ 7.25 | 4.25

Table B.8: Optimal Price and Profit Comparison of the Benchmark Type Models
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parameters Qg | Pig | Wiy @y |05 |5, | Ga | P5a |5,

R=50=025,A=15uu=175,a=1 |042|384[4580.71 | 455|582 043|488 7.13
R=5C=025A=15u=175a=3 |0.26|371 236|061 | 424 | 413 | 0.43 | 488 | 6.76
R=50C=025,A=15u=25a=1 |025|461 58606 |463)622]031 45373

R=50C=025A=15uu=25a=3 |0.11 456|380 |05 | 4338506031493 7.1

R=50=025,\A=1,u=175a=1 0.23 | 447 [ 342059 | 466 | 3.77 [ 0.29 [ 4.9 | 4.82
R=5C=025\A=1,u=175a=3 0.1 | 440 | 1.37 049 | 412266 | 0.3 |49 | 465
R=5C=025,A=1u=25a=1 0.12 | 4.70 | 3.68 | 0.51 | 4.54 | 4.02 [ 0.21 | 4.94 | 4.90
R=50C=025, =1,4=250a=3 0.04 | 4.68 | 1.67 | 0.41 | 422 | 3.21 | 0.21 | 4.94 | 4.81

R=5C=1,A=15u=175,a=1 0 |0 [0 [092]414[451[043[45 |6.57
R:5,C=1)\—15u—175a—3 0 |0 |0 |075|349|1.86|043]45 |6.20
R=5C=1,A=15u=25a=1 0.56 | 3.76 | 4.33[ 0.8 | 4.27 | 5.13 | 0.31 | 4.71 | 6.96
R=5C=1\= 1 B.u—25,a=3 0.3 | 352 |2.01|0.64 | 375|316 | 0.31 | 471 | 6.78
R=5C=1,A=1,pu=175a=1 0.53]3.30 [ 202 0.78 [ 3.92 270 | 0.29 | 4.6 | 4.52
R=5C=1,\A=1,u=175a=3 0 |0 |0 ]062]311]081|029]|46 |435
R=5C=1,A=1,u=25a=1 0.36 | 3.99 | 2.86 | 0.7 | 4.11 | 3.13 [ 0.21 [ 4.75 | 4.71
R=5C=1,A=1,u=25a=3 0.15 | 3.82 [ 0.75 | 0.55 | 3.48 | 1.66 | 0.21 | 4.75 | 4.62
R=750=025\A=15pu=175a=1]042 634 832071 | 7.05 | 9.57 | 0.43 | 7.38 | 10.88
R=750=025XA=15u=175a=3]026 621|611 |0.61|6.74 |78 |0.43|7.38]10.51
R=750=025A=15u=25a=1 |0.25|711]9.61 06 |7.12]998[0.31]743]11.05
R=750=025A=15u=25a=3 | 01170675505 |68 |88 |031|743]10.85
R=750=025\A=1,u=1.7,a=1 |0.23]|697]592059]6.96 62702974 |73

R=75C=02,A=1,u=1.75a=3 |01 |690]3.87|049]6.60 |515|0.29 |74 |7.15
R=175C=025A=1,u=25a=1 |012|7.20]6.18]0.51 | 7.04|6.53 | 0.21 | 7.43 | 7.40
R=750C=02,A=1,u=25a=3 |0.04|718 | 417|041 | 6.72 | 5.71 | 0.21 | 7.44 | 7.31

R=175C=1,A=15pu=17,a=1 |0.73[330342]0.92]6.64 826043 |7.00 | 10.32
R=75C=1,A=15u=175a=3 | 047 |294[0.76|0.75 | 5.99 | 5.61 | 0.43 | 7.00 | 9.95
R=175C=1,A=15pu=25a=1 0.56 | 6.26 | 8.07 | 0.8 | 6.77 | 8.88 | 0.31 | 7.21 | 10.72
R=750C=1,A=15u=250a=3 0.3 |6.02|5.76]0.64 | 6.25 | 6.92 | 0.31 | 7.21 | 10.53
R=75C=1,A=1,u=175a=1 0.53 | 5.80 | 452 | 0.78 | 6.42 | 5.20 | 0.29 | 7.1 | 7.02
R=75C=1,A=1,u=175a=3 0.28 | 547223062 | 561 | 3.31[0.29 [ 7.1 |6.85
R=75C=1A=1,u=25a=1 0.36 | 6.49 | 5.36 | 0.7 | 6.61 | 5.63 | 0.21 | 7.25 | 7.21

R=75C=1,\A=1,u=25a=3 0.15 | 6.32 [ 3.25 | 0.55 | 5.97 | 4.16 | 0.21 | 7.25 | 7.12

Table B.9: Optimal Price and Profit Comparison of the Resolution Type Models
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parameters wi o | gx | I (1, q)
R=5C=02,A=15,p=175a=1 2.76 | 0.85 | 5.48
R=50C=025, A=15pu=175a=23 | 238061343
R=5C=02,A=15pu=25,a=1 3.75 1 0.82 | 5.68
R=5C=025,A=15puy=25,a=3 3.25 1 0.58 | 3.80
R=5C=02 A=1,=17,a=1 249 [ 0.75 | 3.31
R=5C=025,A=1,p=1.75,a=3 2141048 | 1.89
R=5C=02,A=1,pu=25a=1 3.45 | 0.73 | 3.42
R=5C=02,A=1,p=25,a=3 3.00 | 0.47 | 2.06
R=5C=1A=15pu=175a=1 347 |1 | 4.74
R=5C=1,A=15,p=175,a=3 2.55 1 0.73 | 1.58
R=5C=1 A=15pu=25a=1 495 1 | 5.07
R=5C=1,A=15,p=25,a=3 3.35 | 0.63 | 2.77
R=5C=1,A=1pu=175,a=1 2.70 | 0.85 | 2.62
R=5C=1,\A=1pu=175a=3 221 | 0.54 | 0.81
R=5C=1,A=1Lpu=25a=1 3.6 | 079 | 2.97
R=5C=1A=1Lpu=25a=3 3.05 105 |1.42
R=75C=02,A=15,p=175,a=1| 287|089 | 9.17
R=75C=025,A=15,p=175,a=3|249 | 0.69 | 6.72
R=75C=02,A=15,p=25a=1 | 395|087 |9.34
R=75C=02,A=15p=25a=3 |34 |0.67|7.02
R=75C=02,A=1pu=175,a=1 2.63 | 0.81 | 5.69
R=75C=02,A=1,pu=175,a=3 2.24 1 0.57 | 3.83
R=75C=02,A=1pu=25a=1 3.65 |08 |5.78
R=75C=02,A=1,p=25,a= 3.15 | 0.56 | 3.97
R=75C=1A=15pu=175a=1 |347|1 |849
R=75C=1,A=15,p=175a=3 2.63 | 0.78 | 5.12
R=75C=1,7A=15pu=25a=1 495 |1 | 8.82
R=75C=1,A=15pu=25a=3 35 | 071612
R=75C=1,A=1pu=17,a=1 347 | 1 5.09
R=75C=1LA=1p=175,a=3 231062 | 2.88
R=75C=1,A=1,p=25a=1 3.75 1 0.84 | 5.39
R=75C=1,A=1,p=25,a=3 3.2 1059 | 3.40

Table B.10: Optimal Model Parameters of the Escalation Models When The Service
Rate of the First Server is a Decision
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parameters ¢ |6 |[LGs)
R=50C=025\=15pu=17,a=1 |0.99]0.04 | 4.94
R=50C=025\A=15pu=175,a=3 |0.99]0.01 2098
R=50C=025\=15pu=25a=1 0.99 | 0.04 | 6.07
R=50C=025\A=15u=25a=3 099|001 | 411
R=50C=025, =1, u=17,a=1 0.99 | 0.02 | 3.64
R=50C=025,\=1,pu=1750a=23 0.59 | 0.34 | 1.86
R=5C=025 =1pu=25a=1 0.99 | 0.02 | 3.80
R=5C=025 =1 pu=25a=3 0.54 | 0.38 | 2.04
R=5C=1\A=15pu=175a=1 0.99 | 0.04 | 0.44
R=5C=1\A=15pu=175a=3 0 |0 |0
R=5C=1,A=15pu=25a=1 0.99 | 0.04 | 4.94
R=5C=1\A=15pu=25a=23 0.99 | 0.01 | 2.98
R=5C=1 A=1Lu=17,a=1 0.99 | 0.02 | 2.63
R=5C=1\A=1pu=17,a=23 0.83 1 0.14 | 0.7
R=5C=1 =1pu=25a=1 0.99 | 0.02 | 3.30
R=5C=1\=1pu=25a=3 0.73 | 0.23 | 1.42
R=750C=025A=15pu=175,a=1]0.99 | 0.06 | 8.65
R=75C=025,\A=154u=175a=3]0.99 | 0.02 | 6.69
R=75C=025,A=15u=25a=1 |0.99]0.06|9.78
R=750C=025,\A=15pu=25a=3 |0.99]0.02] 7.82
R=750C=025,A\=1,u=175,a=1 |0.99]0.04]6.11
R=750C=025,A=1,u=175a=3 |0.99 ] 0.0l | 415
R=75C=025, =1, u=2ha=1 0.99 | 0.04 | 6.28
R=75C=025,A=1,u=25a=3 |0.99 | 0.01 | 432
R=75C=1A=15u=175,a=1 0.99 | 0.26 | 4.15
R=75C=1,A=15pu=17,a=3 |0.99]0.02 219
R=75C=1,A=15pu=25a=1 0.99 | 0.06 | 8.66
R=75C=1,A=15pu=25a=23 0.99 | 0.02 | 6.69
R=75C=1A=1pu=17,a=1 0.99 | 0.04 | 5.11
R=75C=1A=1,pu=175a=3 0.99 | 0.01 | 3.15
R=75C=1A=1,u=25a=1 0.99 | 0.04 | 5.78
R=75C=1A=1,1=25a=3 0.99 | 0.01 | 3.81

Table B.11: Optimal Model Parameters of the Escalation Models When The Quality
Levels of the Servers are Different
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Model Parameters ol @ [0 (pasy) || ws ¢ IT (3, q3)
R=20,C=1,A=5,a=75,b=0. 10| 0.72 | 88.84 12 0.63 | 89.07
R=20,C=1,A=5a="75b=2 10 | 0.72 | 73.84 6.75 | 0.97 | 76.21
R=20,C=1,A=5a=15b=0.5 10 | 0.66 | 85.34 14.75 1 0.49 | 86.78
R=20,C=1,A=95a=750=0510 |1 | 1585 17.58 | 0.76 | 174.42
R=20,C=5\X=5a=75b=0.5 10 | 0.92 | 82.7 15.25 | 0.72 | 84.31
R=20,C=1,A=5,a=15b=2 10 | 0.66 | 70.34 8.5 0.75 | 70.93
R=20,C=1,A=95a=15b=2 | 10]|1 |136 12.83 | 0.91 | 147.55
R=20,C=5)X=95a=150b=2 10 | 1 60 14.73 1 0.98 | 136.51
R=20,C=1,A=95,a=75b=2 10 |1 143.5 11.88 | 1 154.75
R=20,C=1,A=95,a=150=05 | 10| 1 | 151 21.38 | 0.6 | 171.06
R=20,C=5X=5a=75"b=2 10 | 0.92 | 67.7 8.5 1 68.36
R=20,C=5\=5a=15b=0.5 10 | 0.82 | 77.10 18.5 | 0.56 | 81.38
R=20,C=5X =5a=15b=2 10 | 0.82 | 62.10 10 082 62.10
R=20,C=5X=95a=150b=05 | 10 |1 75 26.6 | 0.66 | 164.27
R=20,C=5X=95a=750=05|10 |1 82.5 21.85 | 0.85 | 168.42
R=20,C=5A=95a=750b0=2 || 101 |675 1425 |1 | 144
R=20,C=1,A=5a=75b=0.5 15| 0.54 | 88.70 12 0.63 | 89.07
R=20,C=1,A=5a=750b=2 15 | 0.54 | 66.20 6.75 | 0.97 | 76.21
R=20,C=1,A=5a=150b=05 15 | 0.48 | 86.77 14.75 1 0.49 | 86.78
R=20,C=1,A=95a=75b=0.5] 15| 0.86 | 174.16 17.58 | 0.76 | 174.42
R=20,C=5\=5a="750b=0.5 15| 0.72 | 84.30 15.25 | 0.72 | 84.31
R=20,C=1,A=5a=15b=2 15 | 0.48 | 64.27 8.5 0.75 | 70.93
R=20,C=1,A=95a=15b=2 15| 0.8 | 146.6 12.83 | 0.91 | 147.55
R=20,C=5\X=95a=15b=2 15| 0.96 | 136.48 14.73 1 0.98 | 136.51
R=20,C=1,A=95,a=750b0=2 | 15| 0.86 | 151.66 11.88 | 1| 154.75
R=20,C=1,A=95,a=15b=0.5 || 15| 0.8 | 169.1 21.38 | 0.6 | 171.06
R=20,C=5\=5a=750b=2 151 0.72 | 61.8 8.5 1 68.36
R=20,C=5\A=5a=150b=05 15 | 0.63 | 80.93 18.5 | 0.56 | 81.38
R=20,C=5X=5a=15b=2 15| 0.63 | 58.43 10 0.82 | 62.10
R=20,C=5\X=95a=150b=0.5 | 15| 0.96 | 158.98 26.6 | 0.66 | 164.27
R=20,C=5X=95,a=75b=05115|1 166.36 21.85 | 0.85 | 168.42
R=20,C=5X=95,a=750b=2 15 |1 143.86 14.25 | 1 144

Table B.12: Model With Resolution- Optimal Model Parameters: Fixed Service Rate,

Service Rate Is A Decision
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Model Parameters po|az, |10 (u, 4 ﬂ) s a T (ui, q3)
R=20,C=1,A=5a=1750=0.5 10 | 0.77 | 88.15 11.25 | 0.72 | 88.25
R=20,C=1,A=5a="75b=2 10 | 0.77 | 73.15 6.5 1 76.17
R=20,C=1,A=5,a=15b=0.5 10 | 0.71 | 84.08 14.25 | 0.57 | 85.19
R=20,C=1,A=95,a=750b=05 |10 |1 158.5 16.63 | 0.84 | 173.86
R=20,C=5X=5a=750b=0.5 10 | 1 82.5 14 0.86 | 83.32
R=20,C=1,A=5a=15b=2 10 | 0.71 | 69.09 8 0.82 | 70.01
R=20,C=1,A=9.5,a=15b=2 10 | 1 136 11.88 | 0.98 | 147.31
R=20,C=5A=95a=15b=2 || 10|1 |60 1425 | 1 | 136.51
R=20,C=1,A=95a=75b=2 | 10]1 1435 11881 | 154.75
R=20,C=1,A=95,a=15b=0.5 || 10| 1 151 20.43 | 0.68 | 169.67
R=20,C=5\X=5a="75b=2 10 | 1 67.5 8.5 1 68.36
R=20,C=5X=5a=15b=0.5 10 | 0.89 | 75.92 17.75 | 0.68 | 78.99
R=20,C=5A=5a=15b=2 10 | 0.89 | 60.92 9.25 |0.93 | 61.06
R=20,C=5X=95a=15b=05 || 10 | 1 75 24.7 | 0.78 | 162.29
R=20,C=5X=95,a=75b=051]10 | 1 82.5 19.48 | 0.99 | 168
R=20,C=5,A=95,a="75,b=2 10 |1 67.5 14.25 | 1 144
R=20,C=1,A=5,a=75b=0.5 151 0.62 | 87.74 11.25 | 0.72 | 88.25
R=20,C=1,A=5a="75b=2 15 | 0.62 | 65.24 6.5 1 76.17
R=20,C=1,A=5a=15b=0.5 15 | 0.56 | 85.17 14.25 | 0.57 | 85.19
R=20,C=1,A=95,a=75b=0.51 15| 0.89 | 173.79 16.63 | 0.84 | 173.86
R=20,C=5AX=5a=750b=0.5 151 0.84 | 83.29 14 0.86 | 83.32
R=20,C=1,A=5,a=15b=2 15 | 0.56 | 62.67 8 0.82 | 70.01
R=20,C=1,A=95,a=15b=2 15| 0.83 | 145.79 11.88 | 0.98 | 147.31
R=20,C=5)X=95a=15b=2 151 136.36 14.25 | 1 136.51
R=20,C=1,A=95,a="7.5,b=2 151 0.89 | 151.29 11.88 | 1 154.75
R=20,C=1,A=95,a=15,b=0.5 || 15| 0.83 | 168.29 20.43 | 0.68 | 169.67
R=20,C=5\A=5a=75b=2 151 0.84 | 60.79 8.5 1 68.36
R=20,C=5X=5a=150=0.5 15 0.73 | 78.75 17.75 | 0.68 | 78.99
R=20,C=5,A=5a=15b=2 15 | 0.73 | 56.25 9.25 |0.93 | 61.06
R=20,C=5XA=95,a=15b=05 || 15| 1 158.86 24.7 | 0.78 | 162.29
R=20,C=5A=95,a=75b=05 1151 166.36 19.48 | 0.99 | 168
R=20,C =5A=95a=75b=2 | 15|1 | 143.86 1425 |1 | 144

Table B.13: Model With Returns- Optimal Model Parameters: Fixed Service Rate,

Service Rate Is A Decision
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Model Parameters i (i yn) [ [ i [ (i ai)
R=20,C=1,A=5a=75b=05 |6 |1 77.98 506 | 1 78.63
R=20,C=1,A\=5,a=1750b=2 6 |1 59.99 501 |1 | 6366
R=20,C =1, =5,a=15b=05 |6 |1 62.99 506 |1 | 6363
R=20,C =1,A=95,a=75b=056 |0 0 97 |1 164.01
R=20,C =5,\=5,a=75b=05 |6 |1 73.96 6.28 |1 73.99
R=20,C =1, \=5,a=15b=2 6 |1 44.99 500 |1 | 48.66
R=20,C=1,A=95a=15b=2 |6 |0 0 958 |1 120.38
R=20,C =5,\=95a=15b=2 |6 |0 0 977 |1 114.54
R=20,C =1, =95,a=75b=2 |6 |0 0 958 |1 135.38
R=20,C =1, =95a=15b=05 |6 |0 0 97 |1 149.01
R=20,C =5,\=5,a=175,b=2 6 |1 55.96 512 | 1 58.11
R=20,C =5,\=5,a=15b=05 |6 |1 58.96 6.28 | 1 58.99
R=20,C =5,\=5,a=15b=2 6 |1 40.96 512 |1 | 43.11
R=20,C=5\=95a=15b=05 |6 |0 0 10.01 | 1 143.87
R=20,C =5,A\=95,a=75b=056 |0 0 10.01 | 1 158.87
R=20,C =5, A=95,a=75b=2 |6 |0 0 977 | 1 129.54
R=20,C =1,A=5a=75b=05 | 10]1 72.33 506 | 1 78.63
R=20,C=1,A=5a=750b=2 101 12.33 501 |1 | 6366
R=20,C =1, =5,a=15b=05 | 10]1 57.33 506 |1 | 6363
R=20,C =1,A=95,a=75b=05]10] 0 0 97 |1 164.01
R=20,C =5,A=5,a=175b=05 | 10]1 72.33 6.28 | 1 73.99
R=20,C =1,\=5,a=15b=2 101 29.47 500 |1 | 48.66
R=20,C =1, =95a=15b=2 | 10]0 0 958 |1 120.38
R=20,C =5,\=95a=15b=2 | 10]0 0 977 |1 114.54
R=20,C=1,A=95,a=75b=2 | 10]0 0 958 |1 135.38
R=20,C =1, =95a=15b=05 || 10| 0 0 97 |1 149.01
R=20,C =5,\=5,a=75,0b=2 101 42.33 512 | 1 58.11
R=20,C =5,A=5,a=15b=05 | 101 57.33 6.28 | 1 58.99
R=20,C =5,\=5,a=15b=2 101 27.33 512 | 1 | 43.11
R=20,C =5,A=95,a=15b=05 || 10| 0 0 10.01 | 1 143.87
R=20,C =5, A=95,a=75b=05] 10] 0 0 10.01 | 1 158.87
R=20,C =5,\=95,a=75b=2 | 10]0 0 977 |1 129.54

Table B.14: Two Parallel Stage Benchmark Model- Optimal Model Parameters: Fixed

Service Rate, Service Rate Is A Decision
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Model Paramcters w0 n [ Uty n) [y |6 | (5 t5,)
R=20,C =1,A=5a=175b=05 |6 |084 |8L85 8.16 | 0.62 | 83.96
R=20,C=1,A\=5,a=1750b=2 6 1084 | 6285 5.08 | 0.92 | 63.78
R=20,C=1,A=5a=15b=05 |6 |084 |71.26 816 | 0.62 | 78.19
R=20,C =1,A=95,a=75b=056 |0 0 13.59 | 0.7 | 167.17
R=20,C =5,\=5a=750=05 |6 |084 | 7558 893 | 0.72 | 76.93
R=20,C =1, \=5,a=15b=2 6 |0.84 |53.26 6.58 | 0.76 | 54.59
R=20,C=1,A=95a=15b=2 |6 |0 0 11.68 | 0.82 | 121.51
R=20,C =5,\=95a=15b=2 |6 |0 0 10.35 | 0.92 | 115.99
R=20,C =1, =95,a=75b=2 |6 |0 0 958 |1 135.38
R=20,C =1, =95a=15b=05 |6 |0 0 1358 [ 0.7 | 159.82
R=20,C =5,\=5,a=175,b=2 6 |0.84 |57.58 512 | 0.99 | 58.35
R=20,C =5,\=5a=15b=05 |6 |084 |64.99 11.35 | 0.56 | 70.94
R=20,C =5,\=5,a=15b=2 6 |0.84 | 46.99 6.65 | 0.76 | 47.44
R=20,C=5\=95a=15b=05 |6 |0 0 15.39 | 0.64 | 152.5
R=20,C =5,A\=95,a=75b=056 |0 0 11.93 [ 0.82 | 160.24
R=20,C =5,\=95,a=75b=2 |6 |0 0 9.77 | 0.98 | 120.78
R=20,C=1,A =5a=750b0=05 | 10]0.52 |83.54 816 | 0.62 | 83.96
R=20,C=1,\=5,a=1750b=2 10 | 0.52 | 53.54 5.08 | 0.92 | 63.78
R=20,C =1, =5a=15b=05 | 10]0.52 | 77.48 816 | 0.62 | 78.19
R=20,C =1,A=95,a=75b=05]10] 0 0 1359 [ 0.7 | 167.17
R=20,C =5,A=5,a=75b=05 | 10]0.68 | 76.81 893 | 0.72 | 76.93
R=20,C =1,\=5,a=15b=2 10 | 0.52 | 49.48 6.58 | 0.76 | 54.59
R=20,C =1, =95a=15b=2 | 10]0 0 11.68 | 0.82 | 121.51
R=20,C =5,\=95a=15b=2 | 10]0 0 10.35 | 0.92 | 115.99
R=20,C=1,A=95,a=75b=2 | 10]0 0 958 |1 135.38
R=20,C =1, =95a=15b=05 || 10| 0 0 1358 [ 0.7 | 159.82
R=20,C =5,\=5,a=75,0b=2 10 | 0.52 | 53.54 512 | 0.99 | 58.35
R=20,C =5,A=5,a=15b=05 | 10] 0.52 | 69.48 11.35 | 0.56 | 70.94
R=20,C =5,\=5,a=15b=2 10 | 0.52 | 46.48 6.65 | 0.76 | 47.44
R=20,C =5,A=95,a=15b=05 || 10| 0 0 15.39 | 0.64 | 152.5
R=20,C =5, A=95,a=75b=05] 10] 0 0 11.93 | 0.82 | 160.24
R=20,C =5,\=95,a=75b=2 | 10]0 0 9.77 | 0.98 | 120.78

Table B.15: Two Parallel Stage Model With Resolution- Optimal Model Parameters:
Fixed Service Rate, Service Rate Is A Decision
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Model Parameters T L (e | I L ()
R=20,C =1, =5a=175b=05 |6 |087 |7584 7.25 | 0.87 | 77.39
R=20,C=1,A\=5,a=1750b=2 6 |0.87 |57.84 6.25 | 0.87 | 57.84
R=20,C=1,A=5a=15b=05 |6 |0.77 |6569 725 | 0.77 | 67.26
R=20,C =1,A=95,a=75b=056 |0 0 12.83 [ 0.93 | 160.36
R=20,C =5,\=5a=75b=05 |6 |089 |5540 10 | 0.88 | 71.62
R=20,C =1, \=5,a=15b=2 6 1077 |47.69 6.25 | 0.77 | 47.70
R=20,C=1,A=95a=15b=2 |6 |0 0 10.93 [ 0.87 | 113.59
R=20,C =5,\=95a=15b=2 |6 |0 0 12.83 [ 0.87 | 97.96
R=20,C =1, =95,a=75b=2 |6 |0 0 10.93 [ 0.93 | 125.66
R=20,C =1, =95a=15b=05 |6 |0 0 12.83 [ 0.87 | 148.29
R=20,C =5,\=5,a=175,b=2 6 |0.80 |37.40 75 | 0.89 | 46.51
R=20,C =5,\=5,a=15b=05 |6 | 079 |4481 10.25 | 0.78 | 61.30
R=20,C =5,\=5,a=15b=2 6 1079 | 2681 75 | 0.79 | 36.05
R=20,C=5\=95a=15b=05 |6 |0 0 16.63 | 0.87 | 140.39
R=20,C =5,A\=95,a=75b=056 |0 0 16.63 | 0.93 | 152.6
R=20,C=1,A=5a=75b=05 |6 |0 0 12.83 [ 0.94 | 110.24
R=20,C=1,A=5a=750b=05 | 10| 087 |7589 725 | 0.87 | 77.39
R=20,C=1,\=5,a=1750b=2 10 | 0.87 | 45.89 6.25 | 0.87 | 57.84
R=20,C =1, =5a=15b=05 | 10]0.77 | 6580 725 | 0.77 | 67.26
R=20,C =1,A=95,a=75b=05]10] 0 0 12.83 [ 0.93 | 160.36
R=20,C =5,\=5,a=175b=05 | 10]0.88 | 7162 10 | 0.88 | 71.62
R=20,C =1,\=5,a=15b=2 10 | 0.77 | 35.79 6.25 | 0.77 | 47.70
R=20,C =1, =95a=15b=2 | 10]0 0 10.93 [ 0.87 | 113.59
R=20,C =5,\=95a=15b=2 | 10]0 0 12.83 [ 0.87 | 97.96
R=20,C=1,A=95,a=75b=2 | 10]0 0 10.93 [ 0.93 | 125.66
R=20,C =1, =95a=15b=05 || 10| 0 0 12.83 [ 0.87 | 148.29
R=20,C =5,\=5,a=75,0b=2 10 | 0.8% | 41.62 75 | 0.89 | 46.51
R=20,C =5,A=5,a=15,b=05 | 10]0.78 |61.29 10.25 | 0.78 | 61.30
R=20,C =5,\=5,a=15b=2 10 | 0.78 | 31.29 75 | 0.79 | 36.05
R=20,C =5,A=95,a=15b=05 || 10| 0 0 16.63 | 0.87 | 140.39
R=20,C =5, A=95,a=75b=05] 10] 0 0 16.63 | 0.93 | 152.6
R=20,C=1,A=5,a=750b=05 | 10]0 0 12.83 [ 0.94 | 110.24

Table B.16: Simple Escalation Model- Optimal Model Parameters:

Rate, Service Rate Is A Decision

Fixed Service




Appendiz B: NUMERICAL RESULTS
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Model Parameters Pl s | 1 (M, qiy ﬂ) Wig | iy | 1 (ujifg, qug)
R=20,C=1,A=5,a="7.5b=0.5 6 |0.31 |79.43 7.75 1 0.19 | 81.57
R=20,C=1,A=5,a=75b=2 6 |031 |61.43 6.25 | 0.29 | 61.55
R=20,C=1,A=5,a=15b=0.5 6 |0.22 |71.42 775 1 0.12 | 73.90
R=20,C=1,12=95,a=75b0=05|6 |0 0 12.83 | 0.25 | 165.10
R=20,C=5\A=5,a=75b=0.5 6 |0.61 |56.30 11 0.32 | 74.33
R=20,C=1A=5,a=15b=2 6 | 022 |53.42 6.25 | 0.2 | 53.62
R=20,C=1,2=95,a=15b=2 6 |0 0 10.93 | 0.25 | 121.82
R=20,C=5X=95a=15b=2 6 |0 0 13.3 | 0.38 | 103.16
R=20,C=1,A=95,a=75,b=2 6 |0 0 10.93 | 0.33 | 129.62
R=20,C=1,12=95,a=15b=05 |6 |0 0 13.3 | 0.15 | 157.32
R=20,C=5X=5a="75b=2 6 |0.61 | 3830 7.75 | 0.48 | 48.16
R=20,C=5\A=5,a=15b=0.5 6 |0.46 |46.74 11.5 | 0.18 | 66.40
R=20,C=5X=5a=15b=2 6 |0.46 |28.74 7.75 1 0.33 | 39.47
R=20,C=5X=95,a=15b=05 ||6 |0 0 18.05 | 0.24 | 147.20
R=20,C=5X=95,a=75b=05|6 |0 0 17.1 | 0.41 | 155.45
R=20,C:5)\=95a—75b—2 6 |0 0 13.3 | 0.53 | 112.17
R=20,C=1,A=5,a=75b=0.5 10| 0.11 | 80.61 7.75 | 0.19 | 81.57
R=20,C=1,A=5,a="75b=2 10| 0.11 | 50.61 6.25 | 0.29 | 61.55
R=20,C=1,A=5,a=15b=0.5 10 | 0.06 | 73.06 775 1 0.12 | 73.90
R=20,C=1,A2=95,a=75b=05 |10 0 0 12.83 | 0.25 | 165.10
R=20,C=5X=5,a="75b=0.5 10 | 0.36 | 74.18 11 0.32 | 74.33
R=20,C=1,A=5a=15b=2 10 | 0.06 | 43.06 6.25 | 0.2 |53.62
R=20,C=1,A=95a=15b=2 1010 0 10.93 | 0.25 | 121.82
R=20,C =5X=95,a=15b=2 100 0 13.3 | 0.38 | 103.16
R=20,C=1,A=95,a=75,b=2 100 0 10.93 | 0.33 | 129.62
R=20,C=1,12=95,a=15b=0.5 || 10| 0 0 13.3 | 0.15 | 157.32
R=20,C=5X=5a=75b=2 10| 0.36 | 44.18 7.75 | 0.48 | 48.16
R=20,C=5X=5,a=15,b=0.5 10| 0.22 | 66.08 11.5 | 0.18 | 66.40
R=20,C=5X=5a=15b=2 10| 0.22 | 36.08 7.75 1 0.33 | 39.47
R=20,C=5X=95,a=15b=05 || 10| 0 0 18.05 | 0.24 | 147.20
R=20,C=5X=95,a=75b=05110|0 0 17.1 | 0.41 | 155.45
R=20,C=5X=95,a=75b=2 100 0 13.3 | 0.53 | 112.17

Table B.17: Perfect Escalation Model- Optimal Model Parameters:

Rate, Service Rate Is A Decision

Fixed Service




