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The interaction of major resources and

Their influence on waiting times in a multi-stage restaurant
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2. Background

Capacity in the service sector has been defined as the
highest possible amount of output that may be obtained in
a specific period of time with a predefined level of staff,
installations, and equipment (Lovelock, 1992). Jones
(1988) illustrated what effective capacity management
implied for both productivity management and quality
management by using Flynn’s (1986) three-stage model of
production, delivery and consumption of services stages.
By using the three-stage model, Jones explained that the
effective management of capacity is “‘a performance target
in its own right” (p.109). Second, Jones emphasized that
effective capacity management has a mediating role in
achieving the goals of both productivity and quality in
terms of matching intermediate output and final output of
the three-stage model. As a result, capacity management
can lead to better performance in both productivity and
quality.

Adenso-Diaz et al. (2002) emphasized the impact of
capacity management on the quality of service perceived by
customers by relating insufficient capacity to a lower level
of attention to customer needs and therefore a lack of
perceived quality. They also pointed out that the goal of
capacity management is ‘‘to minimize customer waiting
time and to avoid idle capacity, with the goal of attending
to demand in time and in the most efficient way” (Adenso-
Diaz et al., 2002, p.287).
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