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From the table VIII above, the traffic intensity, of First Bank of Nigeria Plc Ugbowo, is 2.89. this shows
that on the average, for every 2.89 customers that arrive in the Bank, only 1 is serviced. The table alss
shows that on the average 50 customers arrive at First Bank of Nigeria Plc Ugbowo per hour, out of which
17 are serviced per hour. It is also observed that each customer spends an average of 28 minutes in the
system, and it takés each customer an average of 25 minutes to wait on queue before receiving service.

Table VIIT also shows that it takes 0.02 hours between arrivals on the average and 0.059 hours between the
completion of service on the average. From this analysis, it is seen that on the average less than half of e
customers that arrive at First Bank of Nigeria Plc Ugbowo Benin City, within one hour are actually attended
to. This has contributed to queuing problems in First Bank of Nigeria Plc Ugbowo Branch, Benin City.

TESTING OF HYPOTHESIS

Testing The Hypotheses That The Arrival Rates Of Customers First Bank Of Nigeria Ple Ughowo |
Branch, Benin City Do Not Follow Normal Or Poisson Distribution. |
The null hypothesis (Ho) that the arrival rates of customers in First Bank of Nigeria Plc Ugbowo Branch, |
Benin City do no follow Normal or Poisson distribution was tested against the alternative hypothesis (Hi)ie
otherwise, using the test of goodness, of fit and Chi square (¥?) distribution. The observed, ¥ of 508.071s |
found to be greater than the ¥? value at 4 degree of freedom and 5% level of significance of 11.07. this
indicates that the null hypothesis that the arrival rate of customers in First Bank of Nigeria Plc Ugbowo
Branch, Benin City do not follow normal or Poisson distribution is rejected and the alternative, hypothesis is
chosen which indicates that the arrival rates of customers in United Bank for African Plc Ugbowo Branch,
Benin City do not follow Normal or Poisson distribution.

Testing the hypothesis that there is no significance differences between the arrival rates of customer
by days of the week in First Bank ngena Plc Ugbowo Branch, Benin City

The null hypothesis (Ho) that there is no significant difference between the arrival rates of customers by
days of the week, is tested against the alternative hypothesis (H,) that it is otherwise using Kruskal wallis
test which uses the Chi-square (V%) distribution. The calculated ' of 17.45 found to be greater than ¥
table at 5 degree of freedom and 5% level of significance which is 11.07 ;
Therefore, we reject the null hypothesis that there is no significance difference by days of the week in the
arrival rates of customers in the First Bank of Nigeria Plc Ugbowo Branch, Benin City.

Testing the hypothesis that there is no significant difference between the service rtes of customers by
days of the week in First Bank of Nigeria Plc Ugbowo Branch, Benin City

The null hypot11e51s (Ho) that there is no significant difference between the service rates of customers by
days of the week, is tested against the alternative hypothesis (H,) that it is otherwise using Kruskal wallis
test which uses the Chi = square (¥?) distribution. The calculated H is found to be 57.90 and is greater than
¥? table value at 5 degrees of freedom and 5% of significance which is 11.07. therefore we reject the null
hypothesis (Ho) that there is no significant difference by days of the week in the service rates of customers
in the First Bank of Nigeria Plc Ugbowo Branch, Benin City.

Correlation Analysis

The Spearmen’s correlation Analysis is used to rank the relationship between arrival time and the waiting
time of customers in First Bank of Nigeria Plc Ugbowo Branch, Benin City. The result has been got from the
rank correlation is 0- 0.25.

The negative sign of this result indicate that there is a negative relationship between the arrival time and
service time and service time of customers First Bank of Nigeria Plc Ugbowo Branch, Benin City. Bu
although there is inverse relationship between arrival time and waiting time of customers, the negative
relationship is not perfect because of the result — 0.25 is greater than -1,

The spearman’s correlation formula was also used to rank the relationship between arrival time and w.unng
time of customer in First Bank of Nigeria Plc Ugbowo Branch, Benin City. The result got from this rank
correlation is -0.6.

The negative result obtained, indicates that there is an inverse relationship between the arrival time and |-

service time of customers at First Bank of Nigeria Plc Ugbowo Branch, Benin City.
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Effectiveness of Queuing Models to the Waiting Lines in the First Bank, Benin City

DISCUSSION OF FINDINGS, CONCLUSION AND RECOMMENDATIONS

Discussion of Findings

The outcome of the result is interesting in case of a single server, there were increases as long as therc are
admission. It is assumed that the process of admission goes on for a time after which it is stopped. But
service continues until time T when all customers have been served.

Secondly, the multiple servers, the cost is mostly reduce, the system is cheaper especially if customer’s time
is ignored.

Other factors contributing to queuing in banks include infrastructural limitations such as the modemn
accounting equipment or the malfunctioning of computer accounting machine as a result of unreliable power
supply.

In addition to the above factors, the Researcher found out through oral interview with senior bank officials
that fraud also contributes another reason for delays in banks. The senior manager, in order to guide against
fraud, enforce a lot of safety devices, one of which is calling the customers to be identified by photo or
asking the customer to sign several times if signature is not satisfactory. Apart from the safety devices, it
was found that delays often results from banking “red tapes”. The customer will first queue up, after which
he waits to be called upon for service, cheques collected by cashiered, just go in batches to the reference
clerk who checks all particulars a second time and the cheques are authorized for payment, if the amount a
particular cheques is within the cashier’s power, otherwise

CONCLUSION

In conclusion, queuing theory system have an effect especially organizations especially on time and cost in
serving customers. We therefore recommend that:

a, Organization should encourage queuing system in minimizing time and cost of customer’s servers.
b. Management should ensure that queuing system is practice.
c. Organization should set up monitoring teams companies men and women of honour to help evaluate

and implement queuing theory policies to enhance quality of output.

RECOMMENDATIONS
As it was-expensive for customers to wait indefinitely in banks before they received service in terms of other
uses to which they would have put their values time, so also it was costly for Bank Management to provide

| service channels and numbers of cahicers that would completely climinate waiting lines in banks. If the

situation was to be changed, some remedial actions had to be taken. It was therefore necessary to maintain a
balance between the cost of customers’ waiting time and the cost of providing adequate service to reduce
waiting linc in banks.

The following recommendations were made:

(1) Bank should create and maintain people’s confidence in the use of cheques, so that cheques could be
confidently accepted as a means of payment. This would minimize the number of customers that wait
in banks to cash money;

(2) The Bank Management should increase the number of staff employed in banks especially the cashiers
and counter clerked and most of the clerical work that reduced the efficiency of the workers in
attending to cust6omers could be postponed till the bank was closed to the public. This in-turn would
ensure that there were more cashiers to attend to the public and thus this would minimize to a great
extent the formation of queues. The most efficient staff should rewarded to encourage others to work
hard; ]

(3) To avoid confusion as to which queue was the correct one, all counters should be well identified such
as current account, saving account and statement of accounts as joining the wrong queue contributed
greatly to waste of time banks.

(4) The banking system should develop a financial system that would enhance the use of credit cards which
would completely minimize the need to go to Bank to cash money. Also Bank Management shou!d
endeavour to computerize banks as this would increase the level of efficiency in banks and reduce the
time spent by customers in banks before receiving service.

(5) As is being done presently in few banks, the bank should be encouraged to open to customers on
Saturdays for a long number of hours as this would help to reduce the congestion of the bank during the
week days especially on Fridays.
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(6) Stringent scrutinizing if signatures for the withdrawal of small amount (N1000- N5000) should b

minimized, if not completely abolished as the cost of carrying out such scrutiny to Banks far exceedel

its benefit.

(7) Finally, Bank staff should be trained in the art of simple courtesy, should be set up in banks wher |

customers could be enlightened promptly without having to join the waiting line. Mutual relationship
between Bank staff and their line. Mutual relationship between Bank staff and their customers should

be promoted. Also it would be hard to improve Banking Quality in Nigeria without some responsibl _P
behavior form bank users. It is important that Nigerians should learn to respect queues. All these wouli

minimize incfTiciency in Banks and reduce need to wait in lines at Banks.
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