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Abstract: 
Queues in Tunisia’s cinemas are common 
phenomena. Whenever you walk out to the 
streets at Saturday afternoon or on public 
holidays, you can see lines of people queuing 
at cinemas to book cinema tickets. 

Not only all cinemas have their operating cost, 
they do have to bear the cost of keeping 
customers waiting because impatient 
customers may turn away and go to 
competitors’ hands.so cinema operators have 
to minimize the sum of the operating cost and 
the waiting cost in order to maintain their 
competitiveness in the industry. 

Although queuing is unavoidable, technology 
followers are getting ways to reduce queuing 
time. Consequently, the company images of 
the cinema operators will be enhanced and the 
proportion of balking and reneging customers 
will be lowered. The way to have less queuing 
time is achieved by means of computerizing 
the ticketing system. Because of the inherent 
inflexibility of pre-printed tickets used in the 
traditional manual ticketing system, the manual 
method cannot provide emergency facilities (to 

open additional ticket selling counters) to 
relieve heavy demand from sudden inflows of 
customers; mainly occur on weekends or 
public holidays. By computerization, the 
tickets are printed after customers’ 
confirmation of the bookings. Therefore there 
are no limitations on opening additional ticket 
selling counters. The resulting strategy is to 
open additional ticket selling counters during 
rush periods in order to shorten customers’ 
queuing time.  

Besides, the computerized ticketing system 
also fulfils the increasing reporting 
requirements by management. The data 
captured at the point of sales provide a very 
resourceful database. Management information 
can be requested any time to reflect the most 
current situation of the cinema operation. 

Both the single channel and the multiple 
channels queuing models are discussed to 
illustrate queuing conditions in cinema 
ticketing. By appropriate queue design, 
queuing can be a pleasant waiting environment 
that is acceptable to the customers. 

Keywords: Service; FIFO; M/M/s; Poisson 
distribution; Queue ; Service cost; Unlimited 
or Infinite Population  ; Utilisation Factor; 
Waiting cost ; Waiting Time, Landing, agents , 

the approach control, estimated time of arrival 
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Introduction:  

When “JCI” was on show in Tunisia, long queues were seen to appear in every cinema that 

showed film. Cinema operators were glad to see those long waiting lines. However, most of 

them were unable to serve the queues faster due to the inflexibility created by the pre-printed 

tickets (under the traditional manual ticketing system). Impatient audience had given up 

waiting and left the queues. They were dissatisfied of the services provided by the cinemas. 

Queues in cinemas arise because of the sudden arrival of customers while the service 

processes are comparatively steady. There is not only a cost associated with providing 

service, but also a cost associated with keeping customers waiting ( impatient customers may 

turn away). So it will be a cost minimization problem for the cinema operators. While many 

cinema operators who use the pre-printed tickets system are unable to reduce the total of 

service cost and waiting cost; some are taking advantages of computer technology which 

allow opening of additional service counters during rush periods to capture additional revenue 

at a much lesser marginal cost.  

Film watching is one of the most favourite means of entertainment in Tunisia, especially 

during the hot summer. People enjoy the air- conditioned environment inside the cinemas. 

Besides, film producers are so creative that bring in all sorts of technological, situational, 

historical or imaginative stories to the audience at a relatively low price of 5 DT ( average 

estimate of all cinemas) only. However, the box office takings in the past 2 years have been 

declining. 

One may argue, the per capita attendance rate is not an appropriate measure of the 

attractiveness of films because films are divided into 3 categories that have different age 

groups of audience. But an audience’s attendance to a film or not is a very complicated matter 

which takes into consideration the quality of the film (e.g.  script story of the film, status of 

the producer, status of the director, who are the cast, amount of the production cost, etc.), the 

showing season (whether it is shown during long public holidays or during normal weekdays), 

and the comments on the film by the media and those people who have watched the film. The 

per capita attendance rate thus gives us a general indication of the overall acceptance of the 

film by the audience. 

One of the reasons for the drop in box office takings is due to the early release of films in the 

forms of video tapes and laser disc, especially those illegal copies. In recent years, film 
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producers are keen to market the video tape and laser disc formats just after the end of the he 

movies. People have to wait for only 6 months after the end of the first run of a movie in the 

cinemas, then they can rent/buy the movie in the form of video tape/laser disc. The situation is 

even worsened by those copy cats who record films by using video cameras during pre-

releases or mid-night shows. Therefore, people may wait till the release of these much 

cheaper media ( 1DT  - 3 DT) and then hire them for home entertainment by all family 

members, instead of paying 5 DT per person in the cinemas. 

 

Another reason for the drop in box office takings is because of the increasing acceptance of 

cable TV in Tunisia. Cable Cineplex, a product introduced by Wharf Cable TV, brings to TV 

subscribers a reality cinema at home. On a yearly basis, 500-600 movies will be shown, which 

are double the numbers screened at cinemas in Tunisia. People can enjoy their favourite 

movies at home, any times (if they pre-set recording of the movies). 

Nevertheless, queues are still found in cinemas when there is a superb film on show, or when 

it is weekend/public holidays, especially JCI. 
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CHAPTER   1  

CRITERIA OF SERVICE LEVEL IN CINEMA TICKETING 

Although audience the cinema environment, they dislike waiting for a long time to buy 

tickets, despite Tunisian people have accustomed to wait since they were born (e.g. waiting 

for bus, waiting at clinic, and waiting for school admission, etc.). if they can be served better 

(i.e. with less waiting time), they are more satisfied with the money they have spent on the 

tickets.
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CHAPTER 3 

TRADITIONAL MANUAL TICKETING SYSTEM IN 
CINEMAS 
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CHAPTER 4 

CONCEP OF COMPUTERIZED TICKETING SYSTEM 

 

 

 

 



 11

CHAPTER 5  

 
COMPUTERIZED TICKETING SYSTEM IN CINEMAS  
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CHAPTER 6  

A REVIEW IN QUEUING THEORY  

 


