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Calculating user perceived availability based on the reconstruction of transactions
demand pattern
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Defining and measuring accurate quality of service indices is of vital requirements in banking
issues due to their widespread cyber-physical effects on social processes. Therefore, having a
comprehensive picture of bank's services status and measuring the customers’ perceived
availability of is one of the most important issues in measurement of quality of banking
services, especially when the bank's switch is down or is confronting reduced load. The
proposed method in this paper is to estimate the missed transactions by reconstruction of
transaction demand pattern. in order to reconstruct the demand pattern and estimate the
perceived availability of the transaction, first "out of service" or "load reduced" intervals are
found by regarding transaction demand pattern, then TPS and filtered TPS of the transaction
wave is reconstructed in these intervals using Poisson distribution. Reconstructed waveform
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represents the expert's expectation of the process of recording transactions in the bank's
switch. Then, by comparing the reconstructed wave with the real one, the number of missed
transactions and the perceived availability is calculated. The proposed method of this
research is tested on real data of several banks. The experimental results have illustrated that
this method achieves a remarkable performance in fault detection and calculation of the
availability sensed by the end user.

Keywords: Perceived Availability, Transaction Demand Pattern, Poisson Distribution,
Estimation.
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