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ANALISIS SISTEM ANTRIAN CUSTOMER SERVICE PADA PT BANK 

CENTRAL ASIA (BCA) KANTOR CABANG PEMBANTU SOUTH 

QUARTER JAKARTA SELATAN 

Laras Suciati¹ 

 

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. 
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ANALISIS SISTEM ANTRIAN CUSTOMER SERVICE PADA PT BANK 

CENTRAL ASIA (BCA) KANTOR CABANG PEMBANTU SOUTH 

QUARTER JAKARTA SELATAN 

Laras Suciati² 

 

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, 
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