DAFTAR ISl

LEMBAR PENGESAHAN .....oooii ettt ii
ABSTRAKG ... .l Bafh:...........oooeivvenneennn e R e iii
HALAMAN PERSETUJUAN PUBLIKASI ..o iv
RIWAYAT HIDUP ...ttt ettt et sre e v
KATA PENGANTAR ...ttt ettt s be e s ba et neens viii
DEFTARTSI......... i e B e B SR e B LW R Xi
BRB | PENDAHUIEUAN:,. &k ... 0. ... colisie cfiersiantnnelis. ... . ggil? ... ... 1
il 1 LataliBelakan g s i sansansnsteess ennsnana et oo oo GREEORE. . Y 1
1.2 RUMUSAN MASAlAN .......ooiiiieiice e 6
1.3 TUJUAN PENEIITIAN.......cuiiiiiie ettt sre e re e 6
1.4 Batasan Masalah ............ccccveiiiiiiiciicce e 7
1.5 Manfaat PENelitian............ccoiiiiiiieiece e 7
BAB I TINJAUAN PUSTAKA ..ottt 8
2.1 OptimalisaBigg................... ... 0. BEH. .. 8
2.2 TEOI ANIIIAN ...ttt et e s e et e s e e sreeeesneesraenens 9
2.2.1 KOmpPOoNen ProsSes ANIAN ........cccveiiiiiiicie ettt st s 10
2.2.2 Karakteristik ANTFIaN........c.ooiiiieie ettt 11

2.3 ANaliSis StEAUY-STALE ........cceeviiiierieie et ere e 13
2.4 AsumsiFasupasi heerizAntiiafzsmann. .. . L. L N aa i el el 14
P ool g ST 0T L) ariirries ol ool ST W oy = oo ot ol ol ot e ol i S ol 14
2:4.2 Pala'HelayRanan . L. b L B e 15
2.4.3 DISIPIN ANTIAN L.t 16

2.5 Uji KecoCoKan DIStIDUST ......ccveiveiiiiiiiiiieieee e 17
2.6 Model Dasar Proses ANLFIAN.........ccveivieiieeiie ettt ennes 18
2.7 NOtaSH KENAAL ........coviiiieiiie e 20

Xi



2.8 SOIUST MO ANTIIAN ..ttt en e 22

BAB 111 METODE PENELITIAN ..o 29
3.1 Tempat dan Waktu PeNeILIaN ..........ccccovveieeiiiiieiee e 29
3.2 Jenis dan SUMDEE DAta ........coveverierieniiiiiisiieee et 29
3.3 ProsedurPenelitiant. f. mam:......cccocceereereorien inatihe tte Miss e veeress M e eesaresensrnsnnans 29

BAB IV HASIL DAN PEMBAHASAN .....ooooiiiic e 31
4.1 Deskripsi Data Penelitian .........cccccveviiiiiieeiiiie e 31
4.2 Mencari Ukuran Steady-State dalam Sistem Antrian..........ccccceeevveveiieieenns 36
4.3 Uji KecoCoKan DISIDUSI ..........cciiiiiiiiiiiiicere e 36

4.3.1 Uji Kecocokan Distribusi Kedatangan Nasabah ..o, 36

4.3.2 Uji Kecocokan Distribusi Pelayanan Nasabah..............cccccocoeiiiiiiicic i, 39
4.4 Sistem Antrian Nasabah PT. Bank Sumut Kantor Pusat Medan....................... 41
4.5 Analisis Hasil Perhitungan untuk Menentukan Ukuran Kinerja Sistem Antrian
................................................................................................................................. 42

BAB V KESIMPULAN DAN SARAN .....oooiiiiiiiiieeie et 46
5.1 RESIMPUIEITE.......ccorrrrrrn e i e e sesnsnesressesns Matainseesses o sesresnns 46
5.2 SATAMh, .. .oeereerereeesaliieesrneerernersersornessorsessersersersesssssstime seesseesesessseenssaiieseseessrenssnes 47

DAFTAR PUSTAKA B B8 N...m..;on. 0. Waa. . B............a0.................... 48

Xii



