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MODELING OF CAR SERVICE CUSTOMER FLOW BASED ON THE THEORY  

OF MASS SERVICE 

 

МОДЕЛЮВАННЯ ПОТОКУ КЛІЄНТІВ АВТОСЕРВІСУ НА ОСНОВІ  

ТЕОРІЇ МАСОВОГО ОБСЛУГОВУВАННЯ 

 

The article presents a theoretical analysis and mathematical modeling of the flow of custom-

ers in a car service enterprise. The work of the car service is presented in the form of a queueing sys-

tem of the M/M/c type. The main analytical dependencies are given for determining the probabilistic 

and time characteristics of the system, in particular the load factor, the probability of queue for-

mation, the average number of applications in the system and the waiting time of customers. The re-

sults obtained can be used to optimize the parameters of the car service. 

Keywords: car service, customer flow, queueing theory, mathematical model, queue, optimization. 

 

Швидке зростання світового автопарку та зростаюча складність сучасних автомобі-

лів значно посилили попит на високоякісні операції з обслуговування автомобілів. Станції тех-

нічного обслуговування автомобілів (СТО) працюють у висококонкурентному середовищі, де 

задоволеність клієнтів, надійність обслуговування та операційна ефективність є критичними 

показниками ефективності. Одним із найскладніших аспектів управління сервісом автомобілів 

є стохастичний характер прибуття клієнтів та процесів обслуговування, що часто призво-

дить до перевантажень, надмірного часу очікування та неефективного використання ресурсів 

обслуговування.  

Традиційні детерміновані підходи до планування недостатні для врахування цих неви-

значеностей і часто призводять до неоптимальних рішень щодо планування потужностей, 

розподілу робочої сили та використання сервісних майданчиків. Отже, існує велика потреба в 

суворих математичних інструментах, здатних формально описувати ймовірнісну динаміку 

процесів сервісного обслуговування автомобілів. 

Існуючі дослідження операцій автомобільного обслуговування в основному зосереджені 

на емпіричному аналізі, підходах на основі моделювання або евристичних методах планування. 

Хоча ці методи пропонують практичні висновки, їм часто бракує аналітичної придатності та 

вони не забезпечують показників ефективності в закритій формі, необхідних для теоретично-

го аналізу та оптимізації. Крім того, багато досліджень нехтують явним включенням струк-
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тур витрат, пов'язаних з пропускною здатністю обслуговування та очікуванням клієнтів, що є 

важливим для прийняття управлінських рішень. 

У роботі здійснено теоретичний аналіз та математичне моделювання потоку клієнтів 

автосервісного підприємства. Роботу автосервісу представлено у вигляді системи масового 

обслуговування типу M/M/c. Наведено основні аналітичні залежності для визначення імовірні-

сних та часових характеристик системи, зокрема коефіцієнта завантаження, імовірності 

утворення черги, середньої кількості заявок у системі та часу очікування клієнтів. Отримані 

результати можуть бути використані для оптимізації параметрів автосервісу. 

Ключові слова: автосервіс, потік клієнтів, теорія масового обслуговування, матема-

тична модель, черга, оптимізація. 

 

Problem’s Formulation 

Car service enterprises belong to complex service systems, the functioning of which is deter-

mined by the random nature of the arrival of customers and the stochastic duration of service process-

es. In such conditions, traditional deterministic planning methods do not always allow an adequate 

assessment of the efficiency of the enterprise. One of the most justified approaches to the analysis of 

such systems is the use of the apparatus of the theory of mass service, which allows describing a car 

service as a stochastic system and determining its main operational indicators. 

The rapid growth of the global vehicle fleet and the increasing complexity of modern vehicles 

have significantly increased the demand for high-quality automotive service operations. Automotive 

service stations (ATS) operate in a highly competitive environment where customer satisfaction, ser-

vice reliability, and operational efficiency are critical performance indicators [1]. One of the most 

challenging aspects of automotive service management is the stochastic nature of customer arrivals 

and service processes, which often leads to congestion, excessive waiting times, and inefficient use of 

service resources. From an operational perspective, automotive service systems exhibit inherent ran-

domness caused by unpredictable customer behavior, varying service requirements, and heterogeneous 

repair durations. Traditional deterministic planning approaches are inadequate to account for these 

uncertainties and often lead to suboptimal decisions regarding capacity planning, workforce allocation, 

and service site utilization. Consequently, there is a great need for rigorous mathematical tools that can 

formally describe the probabilistic dynamics of automotive service processes. 

Analysis of recent research and publications 

In works [2—3] the authors proposed a method of optimizing the production structure of a car 

service and options for solving the problem of working with customers. They considered a functional 

model of choosing a strategy for the form of production organization for high-quality performance of 

services at a car service enterprise. But this method applies to the organization of work with trucks. 

In the work [4—5], the authors considered the optimization of the queue system in automobile 

workshops using queue theory, simulations, and probabilistic methods. This work contains mathemati-

cal formulas and optimization dependencies suitable for comparison with the M/M/c model, substanti-

ation of modern models of optimization of automobile maintenance at service stations. 

In the works [4—5], the authors propose a model for assessing service quality based on queue-

ing theory, with experimental verification and analytical formulas for service and waiting times. We 

considered expanding the literature review on service quality and performance indicators. We pro-

posed a systematic review of queueing networks models, which are widely used for the analysis and 

optimization of complex service and logistics systems. Although not specifically dedicated to car ser-

vices, the methodology is well suited to extended queueing models in multi-channel SMOs. 

Formulation of the study purpose 

The purpose of the study is to develop theoretical foundations for modeling the flow of car 

service customers and obtain analytical dependencies for assessing the effectiveness of its work. 

To achieve the goal, the following tasks were set: 

- to formalize the operation of the car service as a mass service system; 

- to derive the main calculation formulas; 

- to investigate the influence of customer flow parameters on the performance of the system. 
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Presenting main material 

There is a wide class of discrete dynamic systems that have received the general name of 

"Queuing Systems" (QS). Processes in QS are usually complex and most often random. But the need 

for their modeling is constantly growing, since computer network servers, without which the modern 

information society is unthinkable, are typical representatives of QS. Queueing systems are such sys-

tems that receive requests (requests, requirements) for service at random moments of time, while the 

received requests are serviced using the service channels available to the system [3]. 

From the perspective of modeling the queuing process, situations when queues of requests (re-

quirements) for service are formed arise as follows. Having entered the service system, the request 

joins the queue of other (previously received) requirements. The service channel selects a request from 

those in the queue in order to start servicing it. After completing the procedure for servicing the next 

request, the service channel starts servicing the next request, if there is one in the queue. The cycle of 

operation of a mass service system of this kind is repeated many times during the entire period of op-

eration of the service system. It is assumed that the system switches to servicing the next request after 

completing servicing the previous request instantly, at random moments in time. 

A flow is a set of objects that are perceived as a single whole, and exists as a process at a cer-

tain time interval and is measured in absolute units for a certain period. Flow parameters are parame-

ters that characterize the process. The main flow parameters are: initial and final points of movement, 

movement trajectory, path length (measure of the trajectory), speed and time of movement, intermedi-

ate points, intensity [3].  

Flows are classified according to various characteristics:  

1) in relation to a given system (internal flows — circulate within the system, external flows 

— are outside the system); 

2) by the degree of continuity (continuous flows — at each moment of time, a certain number 

of objects move along the flow trajectory; discrete flows — are formed by objects that move with in-

tervals);  

3) by the degree of stability (stable flows – characterized by the constancy of parameter values 

over a certain period of time, unstable flows – characterized by changes in flow parameters). 

They are also distinguished by the nature of movement, periodicity, synchronicity, and so on. 

The incoming flow of customers to a car service is generally random and can be described by 

a Poisson process. The probability of the arrival of 𝑘 cars in a time interval 𝑡 is given by the formula: 
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where λ – is the average intensity of customer arrivals. 

The service time of one car at a car service station is considered to be an exponentially distrib-

uted random variable: 
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where  μ – is the intensity of service. 

The car service is modeled as a mass-service system of type M/M/c with an unlimited queue. 

Loading coefficient, provided that the ergodicity criterion is met, is given by the formula 
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This value characterizes the degree of utilization of car service posts. At 𝜌≥1, the system is 

unstable, and the queue length grows indefinitely. 

Stationary probabilities of the distribution are determined by the formula 

( )

( )
















=

− .   ,
!

/

,0   ,
!

/

0

0

c nP
c

 cn P
n

Р

cn

c

n

n






     (4) 



166                                                                                                Математичне моделювання № 1(54) 2026 

 

© Авер’янов В.С., Сердюк Д.О., 2026.  

Ліцензія Creative Commons CC BY 4.0 

The probability that there is no customer in the system: 
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The performance indicators obtained from the selected model will be calculated according to 

the following dependencies. 

The average number of customers in the queue is determined by the formula 
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The average number of customers in the system is determined by the formula 


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The average waiting time of a customer in the queue is determined by the formula 
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The average time a car stays in the car service is determined by the formula 



1
+= qWW .       (9) 

To determine the optimal number of service posts, we introduce the function of total expected 

costs: 

)()( cLCcCcJ qws += ,     (10) 

where Cs — is the average operating cost of one post per unit of time; 𝐶𝑤 — is the specific loss associ-

ated with customer waiting; Lq(с) — is the average queue length as a function of the number of posts. 

Since the function J(с) is discrete and unimodal, the optimal value of c∗ can be found by brute 

force or by limit analysis: 

0)()1( −+ cJcJ .      (11) 

The optimal value of c∗ is reached at the point where the marginal costs of opening an addi-

tional post are equal to the marginal losses from reducing the queue: 

 )1()( +− cLcLCC qqws .     (12) 

This ensures a balance between the level of service and the operating costs of the car service. 

Conclusions 

The obtained analytical dependencies allow us to study the influence of the intensity of the 

flow of customers and the number of service posts on the key performance indicators of the car ser-

vice. In particular, an increase in the number of posts reduces the waiting time, but leads to an increase 

in costs, which requires finding an optimal compromise. 

The article deepens the theoretical principles of modeling the flow of customers in a car ser-

vice. The proposed mathematical model of the M/M/c type allows us to analytically evaluate the prob-

abilistic and time characteristics of the mass service system. The obtained results can be used to opti-

mize the structure of car service enterprises and increase the efficiency of their operation. 
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