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Abstract 

The concept of queues is familiar with most of people and it exist all 

around us in daily live. In this study. queuing system is successfully being 

used to improve waiting line of a customers. Starbucks was chosen because 

there was a problem at their queue. customer had to wait longer in waiting 

time . So, the main purpose of this paper is to reduce waiting time of a 

customer for being serve<l and also to optimize the n11mber of service 

facilities that should be served. The data collected from Starbucks. :Nilai 

has been analyze in terms of arrival time. service time. utilization rate 

and waiting time using Arena software with single channel single phase 

and single channel multiple phase. After the enhancement. its found that 

the average waiting time in the queue for counter 1 and counter 2 are 

decreasing from 6.8563 minutes to 2.5005 minutes and 6.8188 minutes to 

4. 7502 minutes.



Contents 

1 Introduction 

1.1 Queuing Theory . 

1.2 Problem Statement 

1.3 Objective . . . 

1.4 Significance of The Project . 

1.5 Scope of The Study . 

1.6 Limitations of The Study . 

2 Literature Review 

2.1 Number of Server in the System 

2.2 General Discipline for Service 

2.3 Behaviour of Customers 

2.4 Multiserver ..... 

2.5 Service Arrival Rate .. 

2.6 Comparison Model 

2.7 Configuration of Service System 

3 Methodology 

3.1 Define the problem statement 

3.2 Verify and Validate model 

3.3 Implement the model 

3.4 Analyse the result . 

4 Results and Discussion 

4.1 Single Channel Model 

4.2 ARENA Data Modules 

4.3 Expression And Distribution 

4.4 SIIVIAN Report 

4.5 Hypothesis Testing 

4.6 Comparison Between Original l\Iodel And Enhanced =--.rode 

5 Conclusion and Recommendation 

References 

1 

1 

2 

2 

2 

2 

3 

4 

4 

4 

5 

5 

5 

6 

6 

7 

8 

9 

9 

1 3  

14 

1 4  

1 6  

18 

20 

2 1  

2 6

29 

30 



List of Figures 

3.1 Framework. 7 

3.2 The Proses Waiting Line Inside Starbucks 8 

3.3 The Proses Waiting Line In The Starbucks Drive-thru . 8 

4.1 Layout Process Inside Starbucks . 1-l 

4.2 Layout Process Outside Starbucks . 15 

4.3 Flowchart Process Inside Starbucks 16 

4.4 Flowchart Process Outside Starbucks 16 

4.5 Entity 16 

4.6 Queue Basic Process 17 

4.7 Schedule Basic Process 17 

4.8 Resource Basic Process 17 

4.9 Result of SI 1AN Report for Starbucks Model 20 

4.10 Enhance Flowchart Process Inside Starbucks 26 

4.11 SIMAN Report for Enhance Model 27 

11 




