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An analysis of bank queuing system using simulation model
By Mr. Paniti Aksronsak
Miss. Phattharaporn Pattawong

ABSTRACT

In this project, we study the queuing problem for the banking service and analyze
satisfaction level using a case study of Ubonratchathani University. There are three purposes,
which are to 1 collect satisfaction data and analyze factors important for bank customers, 2
analyze waiting queue for the bank queuing system, and 3 practice the Anylogic simulation
program for creating a simulation model.

During the first semester, we use the survey to collect and analyze data for samples
collected from bank customers of the Siamn Commercial Bank and the Krung Thai Bank located
nearby Ubonratchathani University. The samples are randomly sampling and are statistically
analyzed using descriptive analysis (e.g., frequency, percentage, and average. In addition, we
use the Analytic Hierarchy Process (AHP to analyze criteria important to customers using both
banks in this project. Analyzed results from four factors, which are service criterion, reliability
criterion, value criterion, and flexibility criterion, show that the flexibility criterion is the most
important factor with 0.323 or 32.3%

During the second semester, we develop the simulation model using AnylLogic program
for the queuing problem of Siam Commercial Bank. The sensitivity analysis is conducted to
test an increase of arrival rate of bank consumers and a reduction of bank employees, by
which the waiting time and time in the system are affected. Analyzed results show that 1)
when there are increasing number of customers coming to the banking system with a fixed
number of employees, both the waiting time and time in the system will be increased, and 2)
when a number of employees decrease with a fixed arrival rate of consumers, the time in the

system will also be increased.
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