
[ Concessions Single Line Queue Project  ] 
 

April, ´14 



[ Pilot Single Line queue Concessions– Traditional Brand ] 

Objective: 
 

 Test the feasibility to implement the Single Line Queue system in concessions for the 

Traditional brand aiming to improve the customers experiences regarding times in a row. 

 

 Standardization of the operative model of row. 

 

 



[  Satisfaction Tracking – Attributes Ranking ´13   ] 
Area Attribute* Acummulated '13 

Auditorium Image quality 79.56% 
Concessions Inputs availability 75.10% 

Box Office Box Office personnel amiability 75.06% 

Lobby Lobby and corridors maintenance 73.16% 

Auditorium Sound quality 73.09% 
Lobby Lobby and corridors cleanliness 72.72% 

Restrooms Sinks and toilets functioning 71.67% 
Cinecafé Cleanliness 67.46% 
Auditorium Cleanliness and absence of bad odors 67.10% 

Concessions Amiability at the counter 66.49% 

Cinecafé Food and beverage quality at Cinecafé 64.66% 

Cinecafé Personnel amiability at the Cinecafé 63.64% 

Restrooms Cleanliness 63.23% 

Box Office Times in row and counter at Box Office 62.32% 
Concessions Cleanliness at concessions 61.90% 
Auditorium Temperature of the air conditioner 60.89% 

Concessions Food and Beverage quiality at concessions 59.29% 
Auditorium Seats comfort 58.35% 

Cinecafé Times in row and counter at Cinecafé 32.77% 
Concessions Times in row and counter at concessions 25.52% 

* Main attributes 



[  Benchmark   ] 

A leading national provider of public guidance solutions. Manufacturer of beltrac crowd control 

stanchions, Qtrac electronic queuing systems, NeXtrac in-line merchandising systems, signage 

and wayfinding solutions, traditional post & rope barriers, and architectual railings and fittings. 

Industries: 

Entertainment 

Retail 

Sports & Arenas 



[  Lavi Industries – Advantages of the Single Line Queue System ] 

Reneging  The customer  observes a lot of people and does not forms at the row. 

Balking  The customer forms at the row but despairs and goes away, does not performs the 

purchase. 

Sweet Hearting  The customers tries to establish contact or conversation with the employees. 



[  Lavi Industries – Materials   ] 



[  Lavi Industries – 10 Essential Elements   ] 



[  Simulation – Multi Line vs Single Line Queue] 

Simulation  Multi Line  vs  Single Line Queue  

Indicator Multi-row 
Queue 

Management Dif. % Var. 

Average time in row 1.74 min. 1.18 min. -0.56 min. -32.18% 

Maximum time in row 12.88 min. 4.85 min. -8.03 min. -62.34% 

Average attendees in the row 7.03 asist. 3.62 asist. -3.41 asist. -48.51% 

Model inputs: 

 

  Cinépolis Plaza Morelia. 

  July 8th 2012, Sunday. 

  8,583 Attendees. 

  2,358 Transactions in Concessions. 



• Controls the variation of the time that the customers wait in the row. 

 

• Ensures that less customers experiment the maximum time in a row. 

• FIFO. 

 

 Multi-row may cause anxiety in the customers (more time) since they may perceive that 

they are formed in the lowest row and that the rest is going faster. 

 The waiting seems longer than the fair waiting. In the multi-row it is frustrating to see 

how a customer that arrived later is finishing his/her purchase before. 

 Queue management eliminates the Jocking (row changing) which increases the 

frustration among customers and decrease the perception of the service quality. 

[  Multi Line vs Single Line Queue Management] 
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[  % Utilization POS  – Multi-row vs Queue Management  ] 
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[  Simulation Results– Multi Line vs Single Line Queue] 
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[  Single Line Queue Plaza Morelia - Signaling   ] 
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[  Single Line Queue - Signaling    ] 



[  Single Line Queue Models– C. Plaza Morelia   ] 
Concessions 

High Inlfux Low Influx 
Contact with the customer 

Exit Exit 

There might be physical 
contact when moving 

Entrance Entrance 

15 min. in the uni-row 
High inlfux schedules 
4 pers. X m2- 60 pers 

18min. in the uni-row 
 

Low inlfux schedules 
4 pers. X m2- 32 pers 
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[  Satisfaction Tracking– Results C. Plaza Morelia  ] 

Cumulative Average April – December: 

 2013 vs 2012  60.85% vs  43.71%  

(Dif. +17.15%) 



[  Operative Team Comments] 

Regional Manager - José Maria Ortega: 

 

I see a very fluid operation, less stress both in the customers and employees, 

the usage of the router by the employees is excellent, and with no doubts the 

times come easily,, this complements with a good application of the Sales 

Technique.  It think that the value promise posted at the entrance of the 

Single Line Queue is a very important aspect during the  journey. 

 

 

Manager – Rigoberto Pérez Castorena: 

 

Effectively the customers and cinepolites have been positively getting use to 

the Single Line Queue. One important aspect is that the administrative team 

is attentive to the performance of the same since it is necessary to have a 

host in high influx days/schedules to direct and speed taking care of the times 

in the row. 



[ Next Steps– Single Line Queue Design   ] 
Concessions 

High Inlfux Low Influx 

Floor Graphic & Less No. of Posts 



[ Single Line Queue Design– C. Plaza Morelia   ] 


