
90 
 

 

REFERENCES 

Afrane, S., Appah, A. (2014). Queuing theory and the management of Waiting-time in 

         Hospitals: The case of Anglo Gold Ashanti Hospital in Ghana. International 

         Journal of Academic Research in Business and Social Sciences, Volume 4 (Issue 

          2). 

Ameh, N., Sabo. B., Oyefabi. M. O. (2013). Application of queuing theory to patient 

          satisfaction at a tertiary hospital in Nigeria. Nigerian Medical Journal, Volume 

          54 (Issue 1), pages 64-67. 

Apple, J.M. (1977). Plant Layout and Material Handling (3rd edition). New York: John 

           Wiley & Songs Inc.  

Aslan, I. (2015). Applications Of Queues In Hospitals In Istanbul. Journal of Social 

           Sciences, Volume 4 (Issue 2), pages 770-794. 

Bhat, Narayan. (2008). An Introduction to Queuing Theory: Modeling and Analysis in 

           Applications. Boston: Birkhauser.  

Blendon, R. J., Schoen, C. & DesRoches, C.M. (2004). Confronting competing 

           demands to improve quality: a five-country hospital survey.  Health Affairs, Vol.   

           23 No. 3, pages 119-135. 

Chase, R. B., Aquilano, N.J. & Jacobs, F.R. (1998). Production and Operations 

           Management: Manufacturing and Services (8th edition). San Francisco: 

           McGrawHill. 

Creswell, J. W. (2014). Research Design: Qualitative, Quantitative and Mized Methods 

           Approaches (4th edition). Thousand Oaks, CA: SAGE Publications 

ASSESSING THE PHARMACEUTICAL COUNTER QUEUING USING QUEUING THEORY AND
PROCESS CHART AT A HOSPITAL
KANIA PUTRI P, Rika Fatimah P.L., S.T., M.Sc., Ph.D.
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/



91 
 

Dan, Z., Xiaoli, H., Weiru, D., Li, W., Yue, H. (2016). Outpatient pharmacy 

           optimization using system simulation. Procedia Computer Science, pages 27-36. 

Dellaert, N., Cayiroglu, E., Jeunet, J. (2016). Assessing and controlling the impact of 

           hospital capacity planning on the waiting time. International Journal of 

           Production Research, Volume 54 (Issue 8), pages 2203-2214.  

 

Igor, G.,  Georgievskaya, Z., Pinney, W., and McWilliams, D. (2011)  Using queuing 

           analysis and computer simulation modeling to reduce waiting time in the 

           hospital admitting department.  

Green, L.V.. (2006). “Queuing Analysis in Healthcare” - Patient Flow: Reducing 

           Delay in Healthcare Delivery. Springer Science Business Media, LLC. Pages 

           281-307. 

Heizer, J., Render, B. (2014). Operations Management: Sustainability and Supply 

           Chain Management. United States: Pearson Education.  

Isel, D.A. (1997). Accuracy of Perception of Time Spent Waiting for Emergency 

           Treatment. 

Imahsunu, A.F. (2014). Queuing Theory For Healthcare Operations Management: A 

           Case Study of University of Benin Health Center and Faith Mediplex.  

Kandemir-Cavas, C., Cavas, L. (2007). An Application of Queuing Theory to the 

           Relationship between Insulin Level and Number of Insulin Receptors. Turkish 

           Journal of Biochemistry.  

Kumar, Ranjit. (2011). Research Methodology: a step-by-step guide for beginners. (3rd 

edition). Los Angeles: SAGE Publications. 

ASSESSING THE PHARMACEUTICAL COUNTER QUEUING USING QUEUING THEORY AND
PROCESS CHART AT A HOSPITAL
KANIA PUTRI P, Rika Fatimah P.L., S.T., M.Sc., Ph.D.
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/



92 
 

Kothari, C. R. (2004). Resarch Methodology Methods and Techniques (2nd  edition). 

New Delhi: New Age International Publisher.  

Kotler, P & Kevin, L. K. (2009). Manajemen Pemasaran. Edisi 13 Jilid 1. Jakarta: 

Salemba Empat.  

Miles, M. B. & Huberman, A. M. (1994). Qualitative Data Analysis. Thousand Oaks, 

CA: SAGE Publications. 

Morgan, S. L. & Waring, C. G. (2004). Guidance on Testing Data Reliability.  

Niroumandrad, Nazgol. (2015). Scheduling of Physicians to Minimize Patients’ 

Waiting Time.  

Obamiro, J.K. (2010). Queuing Theory and Patient Satisfaction: An Overview of 

Terminology and Application in Ante-Natal Care Unit. 

Pillay M.S., Ghazali R.J., Manaf N.H.A., Salikin F., Umapathy M., Bidin N., Ali 

R.,…Ismail W.I.W. (2011). Hospital waiting time: the forgotten premise of 

healthcare service delivery. International Journal of Health Care Quality 

Assurance, Volume 24 (Issue 7), pages 506-522. 

Sekaran, U. & Bougie, R. (2013). Research Method for Business: A Skill-Building 

Approach. West-Sussex, United Kingdom: John Wiley & Sons Ltd.  

Singh, L.P. (2016). Work Study and Ergonomics. London: Cambridge University Press. 

Seraphine, A.E. (2016). Ergonomics Approach to Motion Study, Process-Oriented 

Layout and Office Layout in Small and Medium Enterprises: Study at P.T. Citra 

Mandiri Rekayasa Pontianak. 

ASSESSING THE PHARMACEUTICAL COUNTER QUEUING USING QUEUING THEORY AND
PROCESS CHART AT A HOSPITAL
KANIA PUTRI P, Rika Fatimah P.L., S.T., M.Sc., Ph.D.
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/



93 
 

Subandriyo, A. (2015). Evaluasi Kinerja Sistem Antrian pada PT Bank Rakyat 

Indonesia Tbk Unit Magelang Menggunakan Analisis Model Antrian Multi 

Channel Single Phase. 

Tan, K.W. (2013). Dynamic Queue Management for Hospital Emergency Room 

Services. 

Thomopoulos, N. T. (2012). Fundamentals of Queuing System: Statistical Methods for 

Analyzing Queuing Models. New York: Springer.  

Zabada, C. (2000). Patient Satisfaction: An Analysis Of The Effects Of Perceived 

Waiting-Time On The Evaluation Of Outpatient Health Care Services. 

 

 

 

 

 

 

 

 

 

 

ASSESSING THE PHARMACEUTICAL COUNTER QUEUING USING QUEUING THEORY AND
PROCESS CHART AT A HOSPITAL
KANIA PUTRI P, Rika Fatimah P.L., S.T., M.Sc., Ph.D.
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/


