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						Queuing.
MY PLAN (PLAN IV).
[bookmark: _GoBack]My plan is to implement or setup an online pre-booking and self-service system that allows guests to handle their own check-ins, prior to arriving at the hotel. This system is different from the self-service kiosk for check-ins, as it can get used outside the hotel premises, unlike the self-service kiosk. This system will serve at least 50% of the guests. At the hotel, two clerks can handle directing the other guests. The guests will get served in three separate queues. The average amount of time the online system takes to serve each guest is 2 minutes.
CASE SYNOPSIS.
The manager of the Palm Oasis Suite Hotel in Miami Beach, Cody Michlon, has a predicament on his hands that involves the need to remodel the hotel`s front desk, in order to provide a more customer-centric experience and create an optimal level of staff efficiency and guest service. He is particularly faced with the task of having to sort out the problem of reducing the crowding of guests during peak check-in time. My proposal to him involves the hotel investing in an online guest check-in system that handles bookings and check-ins in advance. This system allows guests to handle their own check-ins prior to them arriving at the hotel. Around 50% of the guests will use this process. The system takes an average of 2 minutes per guest.
METHODOLOGY.
There are three proposals available to the manager for solving the issue. The present plan involves five clerks handling the guests, with each having a separate line. Plan I includes one employee acting as a quick-service clerk for corporate guests, while other guests are handled by the other four clerks, on four separate lines. Only 30% of guests make up corporate guests. Plan II involves implementation of a single-line system, whereby guests wait to get served on a single line by five clerks. Plan III involves using a self-service kiosk for check-ins, which only 20 percent of guests agree to. The other 80% of guests will get served with four clerks while waiting on a single line. This information aided in understanding how the guests perceive technology implementation and use. Also, it helped in seeing how different queue formations affect the efficiency of completing the check-ins.
	Proposal
	Content

	Plan 0 (present)
	Five clerks serving guests on separate queues.

	Plan 1
	One clerk handling corporate guests, four clerks handling other guests.

	Plan 2
	Five clerks serving guests on a single queue.

	Plan 3
	Check-in kiosk and four clerks. Guests served on single queue.



FINDINGS AND CONCLUSIONS.
(i) 	Average amount of time for each guest.  	
During check-in peak time (Between 5:00 PM – 7:00 PM).
80 guests each hour. 
(a) Plan 0.
80 guests/5 clerks = 16 guests/clerk. 1 hour = 60 minutes. 60 min/16 guests = 3.75 min/guest
Average time = 3.75 minutes/ guest. 
(b) Plan I.
80 guests * 30% = 24 guests. 80 guests * 70 % = 56 guests. 1 clerk serves corporate guests, while four clerks serve regular guests. Time taken to serve each corporate guests = 60 minutes/ 24 guests = 2.5 minutes/ guest. Time taken to serve typical guests = 56 guests/ 4 clerks = 14 guests/clerk = 60 minutes/ 14 guests = 4.2 minutes/ guest. Weighted average = corporate min/guest * (w) + non-corporate min/guest * (w) = (2.5 * 0.3) + (4.2 * 0.7) = 3.69 minutes as compared to 3.75 minutes/guest for the present plan.
(c) Plan II 
Five clerks serving 80 guests an hour on a single queue.
= 80 guests/ 5 clerks = 16 guests/ clerk. Average time take to serve each guest = 60 min/ 16 guests = 3.75 minutes/ guest as compared to 3.75 minutes/guest for the present plan.
(d) Plan III
Check in kiosk serves 20% of the customers. In an hour = 20% * 80 guests = 16 guests
Four clerks serve the remaining 80%. In an hour = 80% * 80 guests = 64 guests. Check-in kiosk is automated to serve each customer at a constant time of three minutes. In an hour, each clerk serves = 64 guests/ 4 clerks = 16 guests/ clerk. Time each serving each guest = 60 min/ 16 guests/clerk = 3.75 minutes per guest. Weighted average = regular guests * (w) + non-regular guests * (w) = (3 * 0.2) + (3.75 * 0.8) = 3.6 minutes/guest as compared to 3.75 minutes/guest for the present plan.
(e) Plan IV
50% use the system = 50% * 80 guests = 40 guests. Others who do not are 40 guests served by 3 clerks. The system takes 2 minutes per guest. 40 guests are served by 2 guests. = 40 guests/2 clerks = 20 guests/clerk. 60 minutes/20 guests = 3 minutes/guest
 Weighted average = (2 * 0.50 + (3 * 0.5) = 2.5 minutes per guest. 

(ii)
Performance measures.
The performance measures include time spent to check-in each guest in the system, number of guests waiting in system, and probability that a customer will need to wait to get served. 
	Proposal
	Time spent to check-in each guest in system (minutes)
	Number of guests waiting in system
	Probability that a customer will need to wait to get served

	Plan 0
	3.75
	16/line
	0.063 

	Plan 1
	3.69
	24 for 1 line, and 16 guest per 4 lines
	0.05

	Plan 2
	3.75
	80 for one line
	0.025

	Plan 3
	3.6
	16 guests for 1 line, and 64 wait for the other line
	0.063

	Plan 4
	2.5
	20 guests per line
	0.005



(d)
(i) 
Based on my analysis, I recommend plan IV. The reason for this is that it takes less time to serve each guest.
(ii)
Cody Michlon should consider other factors like employment or retaining of employees, feedback from the guests, and the amount of revenue available.
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