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ABSTRACT

Dimensions system quality service at PT Bank Woori Sauadara Indonesia, Tbk
Branch Palembang is seen in a Likert scale showed poor quality and almost good
between 20% - 60%. Seeing a queue is a usual thing in PT Bank Woori Saudara
Indonesia 1906, Tbk. Branch of Palembang. The goal of this research is to know
how queue system works at PT Bank Woori Saudara Indonesia 1906, Tbk. Branch
of Palembang.  Based on research, M/M/S model (Multiple Query System) which
is used by PT Bank Woori Saudara Indonesia, Tbk. Branch of Palembang has been
worked as well as possible because the longest time that customers use in a queue
at about 0,09 minutes and the longest queue is 0,1630 people and happens at 14.00
am-15.00 am only. But sometimes tellers of this bank who give service to costumers
only 2 tellers because the other teller works in special service or tax and wage side.
Based on the calculation, this condition will be affect in some work time (14.00-
15.00) queue’s number is 6,954 minutes and the longest queue is 1,2865 people.
Indeed, PT Bank Woori Saudara Indonesia 1906, Tbk. Branch of Palembang need to
think costumers coming time and queue number of customers, it is important to
make a good environment of the bank, make the customers feel comfort for services
and also help work of transaction system because customer satisfaction is more
important in the office.

Keywords: Queue System, Teller Service and Customer Satisfaction
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