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Table 1 The optimal strategy and its satisfaction and cost without the budget limitation
A B, So N Ny Si Sy Cu(N) | Ce(No)
3 2 0.933 3 1 0 0.9727 0.962 5 0.9 1.2857
6 2 0.8 2 1 0.9157 0.9 5.67 5.4
9 2 0.4 6 3 0.681 1 0.653 1 37.953 3 59. 049
3 5 0. 875 2 0 0.965 3 0.962 5 1.17 1.2857
6 5 0. 666 7 3 0 0.899 5 0.88 7.056 9
9 5 0.25 7 1 0.641 3 0.595 42.258 72.9
3 10 0.8235 2 0 0.965 3 0.962 5 1.17 1.2857
6 10 0.571 4 3 0 0.899 5 0. 88 7. 056 9
9 10 0.1818 8 1 0. 640 4 0.55 46.1322 72.9
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Two Kinds of queuing management policy for improving customer satisfaction

with waiting

ZHOU Wen-hui' HUANG Wei=iang' WU Yong—<hong' LI Hedong’

1. School of Business Administration South China University of Technology Guangzhou 510640 China;
2. School of Economics and Commerce South China University of Technology Guangzhou 510640 China

Abstract: According to the psychology of waiting lines a good queuing management policy can largely im-
prove the customer satisfaction with waiting. Inspired by that this paper compares two kinds of queuing man—
agement policies alternatively applied by a capital-constrained service system to improve customer satisfaction
with waiting: One is to offer extra service to the customers ranked less than N in queue ( policy H) and the
other is to offer extra service to the customers ranked over N ( policy T) . In this paper we model the service
system as an M/M/1 queuing system and give the optimal design for each kind of policy. Our numerical exam—
ples show that the performances of these two kinds of policies vary significantly under different budgets and dif-
ferent service loads. When the budget is large if the service load is low or the extra service makes a large
difference to customer feeling of delay policy H dominates policy T. When the budget is small and the service
load is low policy T dominates policy H. Finally when the budget is small and the exira service makes a
small difference the effects of both policies are not significant.

Key words: psychology of waiting lines; queuing management; customer satisfaction with waiting; queuing system
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“5.12” earthquake; Qinghai “4.14” earthquake; Tibet “3.14” incident; and Xinjiang “7.5” incident. The
results indicate: 1 both natural disasters and social violence event have significant negative impacts on stock
prices of the listed companies where the events took place among which “3.14” incident had the most signifi—
cant effects in the short run while “5.12” earthquake had the most significant effects in the long run; 2 the
impacts of two earthquakes on the prices lasted for 19 days and 8 days respectively and those of the two social
violence event lasted for 7 days and 6 days—respectively natural disasters have longer impacts on stock prices
than social violence event do; 3 the two earthquakes brought about 30% value losses to the stock market Ti-
bet “3.14” incident brought about 15% losses while the “7.5” incident brought no value losses; 4 shocks
on stock prices had contagious effects. The prices of the affected stocks and their matching stocks went up and
down synchronously and investors tended to chase the trends by selling low and buying high. Besides some
other interesting results are drawn from our empirical study e. g. when similar events took place for the second
time the investors showed their learning ability; and no matter in natural disasters or social violence event
nationalism was observed in stock markets where both incidents were not welcomed by investors.

Key words: natural disaster; stock price shock; contagious effect; learning ability
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