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RESUMEN

La investigacion denominada “Aplicacion de la teoria de colas para disminuir el
tiempo de espera del cliente en la empresa Super Taxi Elegant”, tuvo como objetivo
principal aplicar la teoria de cola para disminuir el tiempo de espera del cliente, para
ello utilizé6 un disefio pre-experimental con pre-prueba y post-prueba, donde la
muestra se conformd por 2682 servicios de taxi realizados por la empresa Super
Taxi Elegant en el periodo comprendido entre julio y setiembre del afio 2017,
empleado la observacion directa y el analisis documental para recolectar datos,
donde el analisis se realizé a través del Software Stat-fit y Software WINQSB. Los
resultados obtenidos permiten identificar un modelo de colas M/M/S con 7
servidores, utilizando como parametros A = 7.3 clientes/ hora, u = 1.3 clientes/ hora
y un factor de utilizacion p = 80%. Se determina un tiempo de espera de 0.27 horas
0 16.2 minutos; y un valor éptimo de 9 servidores con un tiempo de espera de 0.032
hrs a un costo de S/. 33.35 soles. Se realizo la contrastacion de hipétesis mediante
la prueba T-Student, obteniendo un valor t = 87.42 y P (T<=t) = 0.00007, logrando
afirmar la hipétesis de investigacion. Se concluy6 que la aplicacion de la teoria de
colas permite reducir el tiempo de espera del cliente en el servicio de taxi brindado
por la empresa al identificar el nimero 6ptimo de servidores necesarios obtener el

menor tiempo de espera al costo mas bajo.

Palabras clave: teoria de colas, tiempo de espera, servicio de taxis
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ABSTRACT

The research called "Application of the theory of queues to reduce the waiting time
of the client in the company Super Taxi Elegant”, had as main objective to apply the
theory of queue to reduce the waiting time of the client, for it he used a pre design -
experimental with pre-test and post-test, where the sample was formed by 2682 taxi
services carried out by the company Super Taxi Elegant in the period between July
and September of the year 2017, using direct observation and documentary analysis
to collect data, where the analysis was carried out through the Stat-fit Software and
WINQSB Software. The results obtained allow us to identify a model of M/ M / S
gueues with 7 servers, using as parameters A = 7.3 clients / hour, p = 1.3 clients /
hour and a utilization factor p = 80%. A waiting time of 0.27 hours or 16.2 minutes
is determined; and an optimal value of 9 servers with a waiting time of 0.032 hrs at
a cost of S /. 33.35 soles. The hypothesis was tested by means of the T-Student
test, obtaining a value t = 87.42 and P (T <=1t) = 0.00007, this confirming the
research hypothesis. It was concluded that the application of queue theory allows
to reduce the waiting time of the client in the taxi service provided by the company
by identifying the optimal number of servers needed to obtain the shortest waiting
time at the lowest cost.

Keywords: queuing theory, waiting time, taxi service
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