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Abstract

Fast service is important for a fast food restaurant and it affects customer satisfaction. The aim of this
study is to investigate the queuing system through a simulation model, which is a tool for experiment with
methods to reduce the waiting time. We propose to improve customer service system in the fast food
restaurant. An Arena 13.5 model is developed to analyze the system during peak hours. The results from
this model show that the current waiting time is 86.88 + 11.78 seconds. We propose to open one more
checkout channel during peak hours. The results indicate that the new waiting time is 6.89 + 1.33
seconds, which is decreased by 79.99 seconds.

Keywords: Simulation Model, Waiting Time, Queuing, Fast Food Restaurant
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