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Abstract 
This study took an integrated approach to restaurant capacity management by 

capturing major types of capacity and multiple stages of service and incorporating 

customers’ expectations. A simulation was used to measure the current restaurant’s 

performance in meeting the waiting time standards and to identify the threshold 

requirements of resources to meet the different levels of customer expectations of 

waiting times. The results showed that the current restaurant needed to adjust 

capacity levels to meet the customer service standards, and more than one 

combination of multiresource thresholds existed because the threshold level of each 

resource varied with the other types of resources. 
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Summary: 

This study identified the threshold levels of long-term (table) and short-term (server 

and cook) resources that met the customers’ expectations based on the customers’ 

average acceptable waiting times. The actual restaurant’s performance, in terms of 

waiting times, was also examined. 

The identified threshold levels of resources confirmed that the current restaurant 

needs to adjust the number of cooks and the number of servers to meet the 

satisfactory and unsatisfactory waiting time standards. The number of cooks and 

servers need to be increased to meet the satisfactory waiting time goal. The number 

of cooks needs to be increased to be less than the unsatisfactory waiting time goal. 
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When restaurant managers determine the acceptable waiting times based on 

customer expectations, they can allocate the resources necessary to meet the 

customers’ desired service standards. In this study, the threshold resource levels 

were used to evaluate the current system on how well a restaurant met the waiting 

time standards and the resource levels needed to meet the standards. 

According to the results, the impact of each resource on waiting time varied with the 

type of resource and the service stage. Thus, in adjusting resources to meet the 

waiting time standards, it is important to recognize the relationships between each 

resource and the service stages. 
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