DAFTAR PUSTAKA

Al-Nasser, A., & Al-Shammari, M. (2018). The effect of perceived waiting time on
customer’s satisfaction: A focus on fast food restaurant. International
Journal of Business and Management, 13(1), 1-10.
https://doi.org/10.5539/ijbm.v13n1pl

Aprilyani, L. D. (2025). Analisis sistem antrian pada customer service BRI untuk
meningkatkan kualitas pelayanan. Jurnal Nasional Teknologi dan
Komputasi Terapan Industri.
https://ojs.serambimekkah.ac.id/jnkti/article/view/9681

Arvan, H. A., dkk. (2023). Analisis sistem antrian pada layanan perbankan
menggunakan pendekatan teori antrian. Jurnal lImiah Teknik Industri.
https://pdfs.semanticscholar.org/e56b/65ad4c7d036dab7878ef35b57e208f
8ela43.pdf

Atma Jaya Yogyakarta. (2024). Simulasi perbaikan sistem antrian klinik XYZ
menggunakan ProModel. Jurnal Metris, 25(1), 1-10.
https://ejournal.atmajaya.ac.id/index.php/metris/article/view/7096

Boon, M. A. A., Adan, |.J. B. F., & Boxma, O. J. (2014). Waiting times in queueing
networks with a single shared server. arXiv preprint arXiv:1408.0146.
https://arxiv.org/abs/1408.0146

Firmansyah, & Saputra. (2021). Effect of queue system on customer satisfaction.
Bongaya Journal of Research in Management (BJRM).
https://ojs.stiem-bongaya.ac.id/BJRM/article/view/245

Hasibuan, Z. S., dkk. (2024). Analisis antrian pendekatan sistematis untuk
mengurangi waktu tunggu. JColnS (Journal of Computer and Information
Systems).
https://jurnal.ulb.ac.id/index.php/JColnS/article/view/6965

Hassin, R., & Haviv, M. (2017). When to arrive at a queue with waiting costs. arXiv
preprint arXiv:1709.03374. https://arxiv.org/abs/1709.03374

Hidayat, A., & Saputra, R. (2021). Analisis model antrian M/M/1 dan M/M/s pada
sistem  pelayanan  kasir.  Jurnal  Humanisa, 5(2), 45-53.
https://humanisa.my.id/index.php/hms/article/view/447

Hidayat, R., Setiawan, A., & Prabowo, D. (2024). Service quality on customer
loyalty: The mediation role of customer satisfaction. Advances in Business
and Industrial Marketing, 2(1), 45-55,
https://advancesinresearch.id/index.php/ABIM/article/view/158

Journal of Consumer Sciences. (2022). The effect of product quality, service
quality, and customer satisfaction on customer loyalty. Journal of Consumer
Sciences, 7(1), 1-12. https://journal.ipb.ac.id/jcs/article/view/38680

Journal of Retailing. (2023). Waiting time and customer satisfaction: The role of
perceived waiting time. Journal of Retailing.
https://www.sciencedirect.com/science/article/pii/S0022435923000143

Juniarti, N., Wijaya, T., & Saputra, H. (2025). The effect of service quality and
supply chain agility on customer satisfaction and customer trust. Journal of



https://doi.org/10.5539/ijbm.v13n1p1
https://ojs.serambimekkah.ac.id/jnkti/article/view/9681
https://pdfs.semanticscholar.org/e56b/65ad4c7d036dab7878ef35b57e208f8e1a43.pdf
https://pdfs.semanticscholar.org/e56b/65ad4c7d036dab7878ef35b57e208f8e1a43.pdf
https://ejournal.atmajaya.ac.id/index.php/metris/article/view/7096
https://arxiv.org/abs/1408.0146
https://ojs.stiem-bongaya.ac.id/BJRM/article/view/245
https://jurnal.ulb.ac.id/index.php/JCoInS/article/view/6965
https://arxiv.org/abs/1709.03374
https://humanisa.my.id/index.php/hms/article/view/447
https://advancesinresearch.id/index.php/ABIM/article/view/158
https://journal.ipb.ac.id/jcs/article/view/38680
https://www.sciencedirect.com/science/article/pii/S0022435923000143

Economics and Entrepreneurship, 5(2), 112-125.
https://journal.uc.ac.id/index.php/JEE/article/view/5154

Kurniawan, D., Prasetyo, B., & Lestari, S. (2022). Simulasi sistem antrian
menggunakan metode discrete event simulation untuk meningkatkan
efisiensi layanan. Jurnal IImu Sistem dan Teknologi Informasi (JIST), 3(1),
12-20. https://jist.publikasiindonesia.id/index.php/jist/article/view/998

Muliyati, S., & Jaya, M. (2025). Customer satisfaction as a mediator of service
quality and perceived value in building customer trust. Jurnal limiah
Manajemen dan Kewirausahaan, 10(1), 23-34.
https://www.researchgate.net/publication/392320886

Nasir. (2025). Analisis sistem antrian untuk optimalisasi pelayanan nasabah. Jurnal
Sammajiva.
https://e-journal.nalanda.ac.id/index.php/SAMMAJIV Alarticle/view/1478

Neolectura. (2022). Queue simulation using ProModel pada industri logistik.
Jurnal Nucleus, 3(2), 45-55.
https://journal.neolectura.com/index.php/nucleus/article/view/629

Nosek, R. A., & Wilson, J. P. (2001). Queuing theory and customer satisfaction: A
review of terminology, trends, and applications to pharmacy practice.
Hospital Pharmacy, 36(3), 275-279.
https://doi.org/10.1177/001857870103600310

Pelani, H., dkk. (2024). Hubungan waktu tunggu dengan kepuasan pasien terhadap
pelayanan kesehatan. Jurnal Ensiklopedia.
https://jurnal.ensiklopediaku.org/ojs-2.4.8-
3/index.php/ensiklopedia/article/view/2143

Prasetyo, B., & Hidayat, T. (2019). Model optimasi sistem antrian pada pelayanan
bank. Jurnal Keuangan dan Perbankan, 23(1), 112-120.
https://jurnal.unmer.ac.id/index.php/jkdp/article/view/1009

Pratama, A., Nugroho, B., & Kurniawan, R. (2024). The impact of e-service quality
on customer satisfaction in e-commerce. Jurnal Teknologi Sistem Informasi,
5(1), 55-65.
https://openjournal.unpam.ac.id/index.php/JTSl/article/view/40325

Pratama, R., Nugraha, F., & Wijaya, A. (2023). Implementasi sistem antrian
berbasis FIFO pada layanan kasir digital. Jurnal Pengembangan Teknologi
Informasi dan lImu Komputer, 7(1), 34-41.
https://journalcenter.org/index.php/jupikom/article/view/5524

Putra, A., & Waulandari, D. (2020). Analysis of the queue system in self-service
supermarket using FCFS method. International Journal of Engineering,
Science and Information Technology (IJEISE), 1(2), 10-15.
https://ijeise.upnjatim.ac.id/index.php/ijeise/article/view/126

Putra, I. G. N., Dewi, L. K. C., & Yasa, N. N. K. (2021). Analysis of the influence
of service quality on customer satisfaction. E-Jurnal Manajemen
Universitas Udayana, 10(3), 256-270.
https://ojs.unud.ac.id/index.php/Manajemen/article/view/67656

QueueAway. (2024). Retail queue statistics.
https://www.queueaway.co.uk/blog/retail-queue-statistics



https://journal.uc.ac.id/index.php/JEE/article/view/5154
https://jist.publikasiindonesia.id/index.php/jist/article/view/998
https://www.researchgate.net/publication/392320886
https://e-journal.nalanda.ac.id/index.php/SAMMAJIVA/article/view/1478
https://journal.neolectura.com/index.php/nucleus/article/view/629
https://doi.org/10.1177/001857870103600310
https://jurnal.ensiklopediaku.org/ojs-2.4.8-3/index.php/ensiklopedia/article/view/2143
https://jurnal.ensiklopediaku.org/ojs-2.4.8-3/index.php/ensiklopedia/article/view/2143
https://jurnal.unmer.ac.id/index.php/jkdp/article/view/1009
https://openjournal.unpam.ac.id/index.php/JTSI/article/view/40325
https://journalcenter.org/index.php/jupikom/article/view/5524
https://ijeise.upnjatim.ac.id/index.php/ijeise/article/view/126
https://ojs.unud.ac.id/index.php/Manajemen/article/view/67656
https://www.queueaway.co.uk/blog/retail-queue-statistics

Rahman, M., Yusuf, H., & Akbar, T. (2021). Queue optimization study for retail
efficiency enhancement. International Journal of Informatics and
Information Systems, 25(3), 210-218.
https://doi.org/10.21070/ijins.v25i3.1165

Rahmawati, N., & Putra, I. G. N. (2022). Queue management optimization to reduce
waiting time at public service. Jurnal Teknik Industri, 10(2), 85-92.
https://journal.ubpkarawang.ac.id/index.php/teknikindustri/article/view/83
45

Santoso, B., & Putri, N. (2020). Analysis of sales checkout operation in
supermarket using queuing theory. International Journal of Industrial
Engineering, 8(2), 100-108.
https://www.researchgate.net/publication/309716255

Sari, D. P., & Nugroho, A. (2020). Pengaruh waiting time terhadap kepuasan
pelanggan. Jurnal Ekonomi dan Bisnis, 5(2), 45-53.
https://stiemuttaqien.ac.id/ojs/index.php/OJS/article/view/171

Sari, D., & Nugroho, Y. (2022). Analisis sistem antrian dalam optimalisasi layanan
pada supermarket. Jurnal Ekonomi dan Manajemen, 12(2), 89-97.
https://doi.org/10.35508/jom.v12i2.2695

Sari, D., Rahman, F., & Utami, P. (2025). Service quality and customer loyalty:
The mediating role of customer satisfaction in the café industry. Jurnal
lImiah Global dan Nasional, 4(1), 77-88.
https://journal.unusida.ac.id/index.php/gnk/article/view/1641

ScanQueue. (2026). State of customer waiting report.
https://scanqueue.com/blog/state-of-customer-waiting-2026

Sugioko, A., dkk. (2024). Optimasi waktu tunggu pelanggan menggunakan
simulasi ProModel. Jurnal Teknologi Industri dan Manajemen Rekayasa.
https://ojs.uajy.ac.id/index.php/JTIMR/article/view/9854

Universitas Atma Jaya Yogyakarta. (2023). Simulation model of patient queue
using ProModel. Prosiding SENASTI, 2(1), 75-85.
https://ojs.uajy.ac.id/index.php/SENAST I/article/view/7918

Universitas Islam Cirebon Muhammadiyah. (2021). Analisis antrian puskesmas
menggunakan ProModel. Jurnal Sains dan Teknologi, 3(1), 40-50.
https://ejournal.uicm.ac.id/index.php/sainteks/article/view/460

Universitas Muhammadiyah Jakarta. (2018). Line balancing dan simulasi
ProModel di industri manufaktur. Jurnal llmiah Sistem Industri, 6(1), 12—
20. https://jurnal.umj.ac.id/index.php/jisi/article/view/1043

Universitas Pahlawan. (2025). Simulasi ProModel pada distribusi drone dalam
sistem  logistik.  Jurnal  Teknik  Industri, 8(2), 100-110.
https://journal.universitaspahlawan.ac.id/index.php/jutin/article/view/5599

]
Universitas Teuku Umar. (2019). Simulasi sistem antrian SPBU menggunakan
ProModel. Jurnal Optimalisasi, 5(1), 20-30.

https://jurnal.utu.ac.id/joptimalisasi/article/view/213

Universitas Ubhara Jaya. (2021). Analisa antrian SPBU menggunakan ProModel.
Jurnal  Teknik  dan Manajemen Industri,  4(2), 33-42.
https://ejurnal.ubharajaya.ac.id/index.php/JSTPM/article/view/1165



https://doi.org/10.21070/ijins.v25i3.1165
https://journal.ubpkarawang.ac.id/index.php/teknikindustri/article/view/8345
https://journal.ubpkarawang.ac.id/index.php/teknikindustri/article/view/8345
https://www.researchgate.net/publication/309716255
https://stiemuttaqien.ac.id/ojs/index.php/OJS/article/view/171
https://doi.org/10.35508/jom.v12i2.2695
https://journal.unusida.ac.id/index.php/gnk/article/view/1641
https://scanqueue.com/blog/state-of-customer-waiting-2026
https://ojs.uajy.ac.id/index.php/JTIMR/article/view/9854
https://ojs.uajy.ac.id/index.php/SENASTI/article/view/7918
https://ejournal.uicm.ac.id/index.php/sainteks/article/view/460
https://jurnal.umj.ac.id/index.php/jisi/article/view/1043
https://journal.universitaspahlawan.ac.id/index.php/jutin/article/view/55995
https://journal.universitaspahlawan.ac.id/index.php/jutin/article/view/55995
https://jurnal.utu.ac.id/joptimalisasi/article/view/213
https://ejurnal.ubharajaya.ac.id/index.php/JSTPM/article/view/1165

Universitas Udayana. (2020). Model sistem antrian menggunakan ProModel.
Jurnal Industri dan Teknologi, 7(1), 15-25.
https://jurnal.utb.ac.id/index.php/indstrk/article/view/1704

Universitas Wastukancana. (2020). Bottleneck analysis menggunakan ProModel
pada sistem  produksi. Jurnal  Teknologika, 10(2), 55-65.
https://jurnal.wastukancana.ac.id/index.php/teknologika/article/view/457

Wibowo, E., Firmansyah, R., & Hakim, L. (2023). Design and development of
optimized FIFO queue system for food outlets. Jurnal Transformatika,
21(2), 55-63.
https://journals.usm.ac.id/index.php/transformatika/article/view/11041

Wijaya, A., & Kurniawan, D. (2021). Perceived waiting time and service
satisfaction. Jurnal Manajemen dan Kewirausahaan, 23(2), 134-142.
https://journal.ubaya.ac.id/index.php/jimus/article/view/3581

Yas, H., Rahman, A., & Malik, S. (2020). A review and bibliometric analysis of
service quality and customer satisfaction using Scopus database.
International Journal of  Management, 11(10), 120-130.
https://www.researchgate.net/publication/344265026



https://jurnal.utb.ac.id/index.php/indstrk/article/view/1704
https://jurnal.wastukancana.ac.id/index.php/teknologika/article/view/457
https://journals.usm.ac.id/index.php/transformatika/article/view/11041
https://journal.ubaya.ac.id/index.php/jimus/article/view/3581
https://www.researchgate.net/publication/344265026

