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Improving queuing management and cycle time using digital computer
simulation technique
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Abstract

This research focuses on investigating and addressing critical queue management problems
at a bank located in the vicinity of Ubon Ratchathani University. The primary issues identified
include service delays and excessively long waiting times, which directly affect customer
satisfaction and overall service experience. Therefore, the main objective of this project is to
improve and enhance the efficiency of the queueing system in order to reduce waiting times

and elevate overall service quality.

The study applies a Computer Simulation Model using AnyLogic software to develop a
realistic simulation of the bank’s queueing system. This simulation enables an in-depth
analysis of customer behavior and service processes. In addition, the Best Worst Meth od
(BWM), a multi-criteria decision-making technique, is employed to analyze and prioritize
factors that influence customer satisfaction. This approach allows for the identification of key

issues and supports the development of targeted and effective improvement strategies.

The scope of the research is limited to selected banks located within and around the
university area. Comprehensive data were collected through surveys and questionnaires
administered to actual customers. The collected data were then used to construct and test
the simulation model under multiple scenarios to compare outcomes and determine the
most appropriate solutions. The simulation experiments also enable accurate predictions of
the impacts of potential changes, such as increasing the number of staff, improving

operational procedures, or reallocating resources.

The expected outcomes of this study include improved service efficiency during peak hours,
reduced congestion, and shorter customer waiting times. Furthermore, the findings can serve
as a systematic guideline for applying industrial engineering principles to other service sectors
and assist management in making informed and data-driven decisions for future service

system improvement



