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ABSTRAK

Antrian adalah suatu garis tunggu dari nasabah (satuan) yang memerlukan
layanan dari satu atau lebih pelayanan (fasilitas layanan). Antrian panjang juga
sering terjadi di sebuah antrian customer service di Bank yang menyebabkan
masalah pada antrian, sehingga harus segera diselesaikan. Tujuan penelitian ini
adalah mengetahui rata-rata jumlah nasabah, mengetahui rata-rata waktu
menunggu di dalam antrian customer service, mengetahui pengaruh penambahan
counter customer service dan mengetahui seberapa besar balking dan reneging
yang terjadi di customer service Bank BCA KCP South Quarter. Metode
penelitian ini adalah wawancara dan observasi langsung selama 14 hari.
Berdasarkan data penelitian dilakukan uji kesesuaian distribusi laju kedatangan
pelanggan distribusi nonstationary poisson arrival process dan distribusi waktu
pelayanan nasabah eksponensial. Model antrian customer service BCA adalah
Multiple Channel Single Phase. Disiplin antrian yang terjadi adalah First Come
First Served (FCFS). Jumlah maksimum dalam sistem antrian dan jumlah sumber
kedatangan pelanggan adalah tidak terbatas (infinite). Notasi yang berlaku dalam
model antrian customer service bank BCA adalah (M/M/S):(FCFS). Kinerja
server di PT. Bank Central Asia (BCA) Kantor Cabang South Quarter Jakarta
Selatan mencapai 97% sehingga dari hasil tersebut dinyatakan server dinyatakan
sibuk, lalu 3% server tersebut menganggur dan dapat disimpulkan Kinerja sistem
antrian Kantor Cabang Bank BCA sudah memuaskan.

Kata Kunci : Antrian, Model Antrian, Rata-Rata Penggunaan Loket,
Balking dan Reneging
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ABSTRACT

Queuing is where a customer waiting in a line and needs one or more services. A
long queue occurs to be an issue that mostly happens on the customer service's
queueing which requires service. This research's objective is to find out the
average number of customer, analysis on the average time spent in queueing, the
effect of adding the number of counters, and knowing the fact of how big is
balking and reneging that happened at PT. Bank Central Asia (BCA) South
Quarter Branch. The method of this research is using an in-depth interview and
observation for 14 days. Based on research data, the researcher tested between
two factors of nonstationary poisson arrival process distribution of the average
number of customers and the Exponential distribution service time required. The
applied model of queuing that PT. Bank Central Asia (BCA) South Quarter
Branch used is Multiple Channel Single Phase. The current situation employs a
First Come First Served (FCFS) discipline. The maximum number in the queueing
system and the number of customer's sources arrival are infinite. Notation
applicable in queueing model at BCA Bank's customer service is
(M/M/S):(FCFS). The performance at PT. Bank Central Asia (BCA) South
Quarter Branch at South Jakarta is 97% so that from these results the server is
declared busy, 3% of the time, the servers are idle. In conclusion, the queuing
system at PT. Bank Central Asia (BCA) South Quarter Branch branch is
satisfactory.

Keyword : Queue, Queuing Models, Average Utilization Counter,
Balking And Reneging

2 Mahasiswa Program Studi Manajemen, Universitas Bakrie

Vi



Universitas Bakrie

DAFTAR ISI
HALAMAN PERNYATAAN ORISINALITAS ... i
HALAMAN PENGESAHAN ..ot I
KATA PENGANTAR ...ttt ii
LEMBAR PERSETUJUAN PUBLIKASI TUGAS AKHIR .......ccccooiiiiiee Y
ABSTRAK e vi
ABSTRACT et e st e e a e Vil
DAFTAR ISH ..ot e et viii
DAFTAR TABEL ..ot XI
DAFTAR GAMBAR. ... et Xl
DAFTAR LAMPIRAN ...t X1l
BA B | e 1
PENDAHULUAN ..o 1
L1.1Latar BelaKang .........ccoouveeiiiieiiie et 1
1.2 RUMUSAN MaSAIAN..........eoiiiiiiiiiic e 3
1.3 TUJUAN PENEIILIAN ... ..eeiiiiee et e 4
1.4 Batasan PenelTIAN. .........ccviiiiiiiieii e 4
1.5 Manfaat PeNEIItian .........ccoveiuiriiiieii e 4
1.6 Visi dan Misi PEruSahaan............ccooveiieiieieiiesieneeseeese e 5
1.7 SEPUKLUP OFQaNISASI ..veeevveeeiiieeeiiie e eiee e sttt e e e e e e e atee e e 5
1.8 Sistematika PENUIISAN ........cc.ooiiiiiiiiie e 8
BAB 1 e 9
TINJAUAN PUSTAKA ettt 9
2.1 TEOM ANTIIAN ...ttt 9

viii



Universitas Bakrie

2.2 SISEEM ANTIIAN ...ttt 10
2.3 Karakteristik SIStem ANLIIaN ..........cooviiiiiiiiie e 10
2.3.1 Pola Kedatangan...........cccoouieiiiiiieiiiesie e 10
2.3.2 POIa ANTFIAN ..ot 11
2.3.3 Disiplin Pelayanan ...........ccccooiiiiiiiiiiiie e 11
2.3.4 Mekanisme Pelayanan ...........cccoooeiiiniiiiie i 12
2.4 Model StruKtur ANEFIAN........ooiiiie e 12
2.5 MOGEI ANTITAN ... 14
2.5.1 Model Antrian Pelayanan Jalur Tunggal (M/M/1) .........c..cccoc..... 16
2.5.2 Model Antrian Pelayanan Jalur Berganda (M/M/S).................... 17
2.6 Pola Kedatangan dan Waktu Pelayanan ............ccccooviiiiniinniiiiieicenn 18
2.6.1 Pola Kedatangan............ccccveiiiveiiiiee e siee e see e 18
2.6.1.1Uji Kesesuaian Poisson (Kedatangan) ..........cccccovevveevivieesiinneiinnnnn 19
2.6.1.2 Uji Kesesuaian Eksponensial (Pelayanan)...........cccccoceveviiveiinnnnnn 20
2.7 Rumus Untuk Model Multiple Channel Single Phase..............cccccceevveenen. 20
2.8 Balking dan ReNEQING ........eveiiiieiiee et 21
2.9 Kajian Penelitian SEJENIS .......ccuveiiiiiiiiie e 22
2.10 Kerangka pPemIKIran ..........cccovveiiieeiiiee st 25
BAB T 27
METODE PENELITIAN ...ttt 27
3.1 0bjek PENEIILIAN .....ccciviieiiie e 27
3.2 Definisi Operasional Variabel .............cccccooveeiiieiiii e, 27
3.3 BNIS DALA ... 28
3.4 Metode Pengumpulan Data..........ccceeeiiiiiiieiiiiiiecc e 28
3.5 Teknik ANALISIS DAt .......cccuviiiiiiiiiiieiee e 28



Universitas Bakrie

BAB IV ..o Error! Bookmark not defined.
ANALISIS DAN PEMBAHASAN ..ot 31
4.1 Uji KeSeSUIAN DALA .........oeivviiiiiiiiesiiieiie et 31

4.2 Kinerja Model Antrian Customer Service Bank BCA KCP South Quarter 32
4.3.1 Rata-Rata Laju Kedatangan dan Laju Pelayanan....................... 33
4.3.2 Model Antrian Customer Service Bank BCA..........cccooiviienneene 36

4.3.3 Analisis Kinerja Model Antrian Customer Service Bank BCA..... 37

4.3 PeMBDANASAN ...ttt 39
BAB Ve 41
KESIMPULAN DAN SARAN. ....oii ittt 41

5.1 KESIMPULAN .ottt 41

D2 SARAN L. 42
DAFTAR PUSTAKA et 43



Universitas Bakrie

DAFTAR TABEL
4.1 Hasil Uji Kesesuaian Distribusi EasyFit 5.6 .........c.ccccoovviniiniiniiiinenn 31
4.2 Perbandingan Waktu Penelitian Jumlah Antrian Customer Service ....... 32
4.3 Data Laju Kedatangan Pelanggan di Customer Service Bank BCA pada
jam sibuk
.......................................................................................................................... 34
4.4 Data Laju Distribusi Pelayanan Pelanggan ...........ccoceovieniieiincinnnnee, 36

Xi



2.1

2.2

2.3

24

2.5

4.1

Universitas Bakrie

DAFTAR GAMBAR

Single Channel-Single Phase ..., 12
Single Channel-Multi Phase ..........cccooiiiiiic e 13
Multi Channel-Single Phase .........ccccooiiiiiiiniiiiieie e 13
Multi Channel-Multi PRaSe ..o 14
Kerangka PemiKiran ... 26
Model Antrian Mutiple Channel Single Phase ..........cccoooviiiicincnene, 37

Xii



Universitas Bakrie

DAFTAR LAMPIRAN

1 Lampiran Struktur Organisasi Bank BCA KCP South Quarter .................. 45
2 Lampiran Excel Module CUStOMEr SEIVICE .....ccccveueviereiieieeiie s 46
3 Lampiran Data Kedatangan Nasabah Customer Service Bank BCA ......... 47
4 Lampiran Data Pengamatan Laju Waktu Kedatangan, Waktu Tunggu dan
PEIAYANAN ...t 48
5 Lampiran Data Kedatangan Nasabah Pukul 08.15-13.00 ...........cccccvvevenene 57
6 Lampiran Hasil Uji Kesesuaian EasyFit ..........ccoccovviiveinnnsiniceeee e 62
7 Lampiran Hasil WaWaNCara ..........cccoererereirese e 63

Xiii



