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CHAPTER I
Problem and Its Background

Background of the Study
	
	Most people have experienced the frustration of waiting in line. According to Mallari et al. (2022), queues are a fair and necessary method for managing customer flow when resources are limited. However, negative consequences can occur if there is no proper system in place to handle excess demand. Consequently, queuing can greatly influence an institution’s efficiency in terms of both time and cost. Furthermore, a queue may be described as a line of customers waiting to receive service from one or more service providers. Queues typically form due to an imbalance between the number of customers and the available services (Kumar, 2020). Customers generally dislike waiting, and managers likewise prefer to avoid making customers wait. Shortle et al. (2018) explained that delays may occur due to a limited number of available servers, the high cost of providing enough service capacity to eliminate waiting, or physical constraints that restrict how much service can be delivered.

At St. Clare College, the ID picture taking process has become a significant source of frustration for students due to persistent long queues and extended waiting times. Similar challenges have been documented in educational institutions across the Philippines. For instance, Ampuan and Delena (2022) developed a web-based appointment system for Mindanao State University to address inefficiencies in service delivery, while the Southern Philippines College (2022) implemented an appointment system to streamline their processes. Studies like those by Concepcion et al. (2026) and Dela Cruz et al. (2023) at Bulacan State University demonstrated that smart queuing and appointment management systems significantly reduced waiting times and improved client satisfaction in university settings.
Moreover, as the time spent in line increases, customers' patience tends to decline. About 25% of customers are willing to wait only up to two minutes, 59% will wait no more than four minutes, and 73% would give up on receiving service if the waiting time exceeds five minutes (Mallari et al., 2022). Research by Nabila and Ayuningtyas (2024) confirms that online reservation systems effectively reduce waiting times and enhance service efficiency, while Ye and Wu (2022) found that online appointment channels significantly shorten patient waiting times compared to walk-in services. The researchers carried out this study to investigate customer dissatisfaction caused by extended waiting times during the appointment scheduling process for ID picture taking at St. Clare College. In addition, the study aimed to determine the key factors that led to the development of long queues, particularly in relation to clients' concerns about the quality of service provided, and to propose an appointment-based system to enhance operational efficiency and student satisfaction.

Statement of the Problem

	This study aims to know and better understand the long queues in taking ID pictures in St. Clare College. The researchers would like to seek the answers to the following questions:

1. How satisfied are students with key aspects of the current walk-in ID picture-taking system, including waiting time in line, process speed once started, overall organization, queue management on busy days, fit with daily schedules, and general convenience?
2. What is the average satisfaction level with the current system's waiting time and organization, and how does it contribute to long queues and student dissatisfaction?
3. How satisfied would students be with an appointment-based system, specifically regarding booking convenience, expected reduced waiting time, improved organization and efficiency, and features like schedule selection and reminders?
4. Is there a significant difference in satisfaction levels between the current walk-in system and the proposed appointment-based system, as measured by comparative Likert-scale responses?
5. What specific improvements to the appointment-based system would maximize student satisfaction and service efficiency based on survey feedback?

Scope of the Study

	This research, titled Appointment-Based ID Picture Taking: A Study on Reducing Long Lines and Improving Efficiency in St. Clare College, focuses on evaluating the effectiveness of an Appointment-Based Booking Portal in addressing queuing inefficiencies during the ID picture taking process. The study targets a population of 100 college students enrolled at St. Clare College of Caloocan, conducted exclusively within the college premises during the Academic Year 2025-2026. Key variables examined include waiting time reduction, student satisfaction levels, and queue length metrics.

Data will be collected through structured surveys administered before and after the implementation of the web-based appointment system, which allows students to book slots in advance via an online portal. The intervention aims to transition from the current walk-in, first-come-first-served system to a scheduled appointment model, with primary objectives of reducing average waiting times by 50% and improving overall satisfaction scores. Expected outcomes include measurable reductions in average wait times (from baseline surveys) and quantitative satisfaction ratings on a Likert scale, providing empirical evidence on the portal's impact on operational efficiency.

Delimitation of the Study

This study is deliberately limited to enrolled college students at St. Clare College of Caloocan, excluding faculty, staff, non-enrolled individuals, and students from other campuses or institutions. Geographically, the research is confined to the St. Clare College of Caloocan facility and does not extend to other branches or external locations.
Technically, the Appointment-Based Booking Portal is web-only, with no mobile application development or integration with existing college systems such as enrollment or payment portals. The evaluation is restricted to the ID picture taking service and does not cover other student services like registration, clearance, or document processing. Long-term sustainability beyond Academic Year 2025-2026, cost-benefit analysis of system maintenance, or scalability to larger populations are outside the scope. These delimitations ensure focused, feasible analysis while maintaining methodological rigor.

Significance of the Study 

This study proposes the development and evaluation of an Appointment-Based Booking Portal (with integrated admin dashboard) for ID picture taking, specifically targeting enrolled college students at St. Clare College of Caloocan. It addresses inefficiencies in the current face-to-face, walk-in process by streamlining scheduling, reducing waiting times by 50%, and enhancing service efficiency through a web-based, technology-driven solution.

To the Students
This study demonstrates that an appointment-based system offers a more convenient and efficient alternative to long queues, enabling students to book slots in advance, receive reminders, and minimize waiting—aligning better with academic schedules and reducing frustration during peak periods.

To the Staff/Personnel
The research equips administrative personnel with an intuitive admin dashboard for real-time booking management, cancellations, reporting, and workload optimization, enabling them to serve students more effectively while reducing operational stress and idle time.
To the College Administrators
Findings identify root causes of long queues (e.g., first-come-first-served imbalances) and quantify factors driving student dissatisfaction (e.g., wait times exceeding 5 minutes), providing data-driven recommendations and a scalable model for improving institutional service delivery.

To Future Researchers
This study contributes empirical data from 100 validated student surveys, pre/post satisfaction metrics, and system implementation insights to the literature on educational queuing systems (e.g., Ampuan & Delena, 2022; Mallari et al., 2022). It serves as a reliable reference, methodology template, and baseline for theses exploring digital transformation in student services.

Definition of terms 

Appointment-Based System – A digital scheduling platform that enables users to reserve specific time slots for services in advance to reduce waiting time and improve service flow.

Client Satisfaction – The degree of contentment experienced by students after receiving the ID picture-taking service, measured in terms of convenience, waiting time, and overall service quality.

Face-to-Face Process – The traditional method of scheduling and obtaining services through physical presence without prior online booking.

ID Picture-Taking Service – The institutional process of capturing student identification photographs required for official school identification cards.

Long Queue – A situation in which many individuals wait in line for service, resulting in extended waiting times and possible dissatisfaction.

Online Scheduling – The process of booking appointments through a web-based platform or digital system.

Queue Management – The systematic organization and regulation of client flow to minimize waiting time and enhance operational efficiency.

Service Efficiency – The institution’s ability to deliver services promptly, accurately, and with minimal delays.

Waiting Time – The length of time a client spends waiting before receiving the requested service.

CHAPTER II
Related Literature and Studies

This chapter presents a review of related literature and studies that are relevant to the present research. It explores previous research, both local and foreign, to provide a theoretical and empirical foundation for the study. Various sources were examined and analyzed to identify key concepts, methodologies, and findings that can inform the development of an appointment-based system for ID picture-taking at St. Clare College. By comparing these prior studies with the current research, this chapter aims to highlight gaps in the literature, justify the significance of the study, and establish the framework for addressing long queues and improving service efficiency through a digital scheduling system.

Related Literature
Local
Ampuan and Delena (2022) examined the implementation and evaluation of a web-based appointment system at Mindanao State University – Main Campus. Their study found that the traditional manual appointment process caused inefficiencies and long waiting times for students and staff. By introducing an online scheduling system, the study reported improved convenience, reduced waiting time, and higher user satisfaction. The research highlights the effectiveness of digital appointment systems in streamlining administrative processes within academic institutions.

A study conducted at Our Lady of the Sacred Heart College of Guimba (2025) focused on queuing management practices in the Finance Office. The research identified key factors contributing to long waiting times, including unclear queuing procedures and unorganized client flow. The findings emphasized that systematic queue management, combined with clear guidance for clients, can significantly enhance service efficiency and student satisfaction, supporting the need for structured appointment systems in institutional settings.

Southern Philippines College (2022) documented the development of the SPC Appointment System, an online scheduling platform aimed at improving administrative services. The study revealed that manual queuing led to congestion and delays, whereas the online appointment system streamlined scheduling, reduced waiting times, and improved staff workload management. This research demonstrates the practical benefits of implementing digital scheduling tools in Philippine higher education institutions to enhance operational efficiency and service quality.

Torres et al., (2023) Another study on an AI-enabled queue management system in a Philippine public health facility found that integrating scheduling and queue systems helps streamline operations, reduce waiting time, and improve customer satisfaction
	
Villanueva, (2022) Additionally, a digital barangay scheduling system developed in the Philippines demonstrated that real-time appointment booking, rescheduling, and monitoring significantly reduce scheduling conflicts and administrative workload while improving user experience.

Foreign
Ye and Wu (2022) examined the impact of appointment channels on outpatient waiting times. Their study found that patients using online appointment systems experienced significantly shorter waiting times compared to those using traditional walk-in methods. The research highlights how digital appointment systems can improve service efficiency and enhance the overall user experience by reducing physical queues, demonstrating the importance of technology in streamlining service delivery in healthcare settings.

Nabila and Ayuningtyas (2024) reviewed literature on web-based reservation systems and concluded that online appointment scheduling offers several advantages, including reduced waiting times, decreased staff workload, and improved user satisfaction. Their study emphasizes that digital scheduling systems not only enhance operational efficiency but also provide a more convenient and reliable method for clients to access services, supporting the adoption of technology-based solutions for service improvement.

Kammrath Betancor et al. (2025) investigated the effectiveness of online appointment scheduling in medical practices and university hospitals. The study found that digital booking systems increase patient satisfaction, improve resource utilization, and reduce no-show rates. The findings indicate that online appointment systems contribute significantly to operational efficiency and service quality, making them an effective tool for institutions seeking to manage client flow and reduce waiting times.
Dela Cruz et al., (2023) The appointment scheduling process is important in improving service efficiency, especially in services like ID picture-taking. In the Philippines, studies show that replacing manual queuing with automated systems helps reduce waiting time and increase customer satisfaction. A study at Bulacan State University found that traditional queuing causes delays and overcrowding, while an automated appointment system improves service flow and overall efficiency.

Related Studies
Local
Concepcion et al. (2026) conducted a study on the implementation of a smart queuing and appointment management system at Bulacan State University – Bustos Campus. The research addressed inefficiencies in the traditional manual queuing process, which caused long waiting times for students and staff. The study demonstrated that the web-based appointment system significantly improved client flow, reduced waiting times, and enhanced overall service efficiency. This highlights the effectiveness of digital solutions in streamlining administrative services in academic institutions.

        	A study on queuing management practices at the Finance Office of Our Lady of the Sacred Heart College of Guimba (2021) investigated factors contributing to long waiting times and service delays. The researchers found that unclear procedures and unorganized client flow led to inefficiencies in service delivery. Implementing systematic queue management, including structured appointment scheduling, was shown to improve efficiency and client satisfaction, emphasizing the importance of technology-assisted systems in institutional settings.

In the municipal context, a 2023 study on optimizing queuing systems for LGU Alaminos City examined digital queue optimization methods for public services. The study found that integrating real-time tracking, remote queuing, and automated appointment notifications significantly reduced waiting times and increased citizen satisfaction. The research underscores the applicability of digital appointment systems beyond educational institutions, demonstrating their utility in local government service management.
Garcia & Santos, (2022) Similarly, research involving the Land Transportation Office (LTO) in the Philippines showed that manual queuing systems resulted in long waiting times and service delays. The implementation of electronic queue systems and online appointment scheduling improved efficiency and helped manage large volumes of clients
Reyes, (2021) In the healthcare sector, a study on a local health center introduced an appointment and patient record management system. The findings emphasized that scheduling systems allow better organization of clients, proper time allocation, and improved service accessibility.

Foreign
North et al. (2025) studied the impact of automated waitlist processes on patient appointment scheduling in healthcare settings. Their research found that the implementation of automated rescheduling reduced overall waiting times and optimized appointment availability, highlighting the benefits of digital scheduling systems in improving operational efficiency and client satisfaction.

Chen (2023) examined the effect of patient unpunctuality on appointment scheduling performance. The study revealed that scheduling systems that account for variable arrival times can significantly reduce waiting times and enhance service efficiency. The research emphasizes that understanding user behavior is essential for designing effective digital appointment systems.

Smith and Brown (2023) investigated the implementation of online appointment scheduling in organizational settings. The study found that digital scheduling systems reduced appointment wait times by approximately 40%, improved operational workflow, and increased user satisfaction compared to traditional booking methods. The findings support the adoption of technology-based scheduling to enhance service delivery and efficiency in various institutional contexts.

Edison M. Esberto , Rose Ann C. Malaborbor, Alliana M. Ablan (2023) In today’s educational setting, communication between teachers and students is essential, but online consultations during the pandemic caused issues in scheduling and coordination. While platforms like Microsoft Teams are used, studies highlight problems such as poor time management and unstructured communication. An appointment-based system addresses these issues by organizing schedules and improving coordination. A study using the Technology Acceptance Model (TAM) reported high acceptance, with mean scores of 4.55 from students and 4.77 from faculty, showing its effectiveness in improving consultation efficiency.

CHAPTER III
Methods of Research and Procedures

Research Methodology 

This study adopts a Quantitative Descriptive-Correlational Research methodology with a practical development approach. The quantitative design measures student satisfaction, waiting times, and efficiency metrics numerically, while the practical component involves developing and implementing the Appointment-Based Booking Portal. This hybrid method ensures empirical validation of the system's impact on reducing long queues for ID picture taking among 100 fourth-year BS Computer Science students at St. Clare College of Caloocan during Academic Year 2025-2026.
Furthermore, the quantitative method enabled the researchers to evaluate both the deficiencies of the existing system and the potential effectiveness of the proposed appointment-based solution. By examining indicators such as queue duration, processing time, and satisfaction levels, the study provided a clear basis for comparison and improvement. In support of the proposed system, the System Development Life Cycle (SDLC) following the Agile model was adopted to guide the development process. This approach emphasizes iterative progress, continuous user feedback, and adaptability, making it suitable for designing a web-based appointment system. Through successive refinement and stakeholder involvement, the proposed solution aims to enhance efficiency, reduce waiting times, and deliver a more organized and user-centered ID picture-taking process.

Research Design

This study utilized a descriptive-comparative quantitative research design. Descriptive elements quantified characteristics of the current walk-in system (waiting times, satisfaction levels), while comparative analysis evaluated differences between the existing system and the proposed appointment-based system.

The design is appropriate for:
· Systematically describing queue inefficiencies.
· Comparing satisfaction levels (current vs. proposed) using statistical tests.

Population and Sampling: The population consisted of all enrolled 4th-year college students at St. Clare College (N ≈ 100). A purposive sampling technique selected 100 respondents who had experienced the ID picture-taking process, ensuring relevance and representation.
Where:
M = Mean
F = frequency per question
N = total number of respondents
Q = number of questions the current system provides, and provides objective evidence for the development of an appointment-based online system.
Data Gathering
	
To collect the necessary data, the researchers conducted a comprehensive search across the different departments of St. Clare College to identify potential participants who were willing to take part in the study. The selection of respondents was guided by specific criteria, primarily ensuring that all participants were currently enrolled students of the institution. This was done to guarantee that the data gathered would be directly relevant to the population experiencing the ID picture-taking process. By involving students from various programs and year levels, the researchers were able to obtain a more diverse range of perspectives, making the findings more representative and reliable.

Prior to the distribution of the survey questionnaires, formal permission was secured from the school administration to ensure proper coordination and compliance with institutional policies. This step also helped establish the legitimacy of the study and encouraged student participation. The data were collected specifically from enrolled students to capture accurate insights into their actual experiences, concerns, and expectations regarding the current system. To minimize disruption to academic responsibilities, the researchers carefully scheduled the distribution of questionnaires during class hours with instructor approval, as well as during designated break periods. 

Clear instructions were provided to all respondents to avoid confusion and ensure consistency in responses. Additionally, participants were informed that their involvement was entirely voluntary, and they were assured that all information collected would be handled with strict confidentiality and used solely for academic purposes. This approach helped foster honesty and transparency, ultimately contributing to the credibility and validity of the study’s results.



Statistical Treatment

After the necessary data had been collected, the researchers systematically organized, tallied, and tabulated the responses to ensure accuracy and clarity in presentation. The data were then analyzed using appropriate statistical tools to interpret the results in a meaningful and objective manner. Specifically, frequency and percentage distribution were employed to compute and summarize the respondents’ answers to each survey question, allowing the researchers to identify trends, patterns, and dominant responses. This method provided a clear numerical representation of the data, making it easier to compare responses and determine the overall level of agreement or dissatisfaction among participants. Through this analytical approach, the researchers were able to draw reliable conclusions and support the findings of the study with quantifiable evidence.

To get the percentage, the formula used is:
P= F / N x 120
Where: P = percentage
          	F = frequency 
         	N = total number of respondents

The researchers also used the mean and mode. Mean was used to assess the satisfaction of needs among underemployed and employed education graduates. To get the mean, the researchers used the formula:
M = F1 + F2 + F3 … Fn
N x Q




Chapter IV
Summary of Findings, Conclusions, and Recommendations

Summary Of Findings

	The research objectives were systematically addressed through the collection of quantitative survey data from students regarding both the existing walk-in ID picture-taking system and the proposed appointment-based alternative. A total of 120 responses were obtained through a structured questionnaire administered via Google Forms, utilizing a 5-point Likert scale ranging from Strongly Agree to Strongly Disagree. This approach enabled the researchers to capture measurable insights into students’ experiences, perceptions, and levels of satisfaction with the current process, as well as their expectations for the proposed system. The use of an online platform facilitated efficient data collection, wider reach, and ease of response for participants, while also ensuring accurate recording of answers. The collected data enabled statistical analysis to identify trends, compare perspectives, and assess the effectiveness of the proposed appointment-based solution in reducing long queues and improving efficiency.

Satisfaction with Current Walk-In System (Questions 1–4)
Table 1. Satisfaction with Current Walk-In System

	Aspect
	VS (5)
	S (4)
	N (3)
	D (2)
	VD (1)
	Mean
	Interpretation
	% Dissatisfied

	Q1: Waiting time before ID picture
	8
	34
	38
	33
	7
	2.92
	Neutral
	33.3%

	Q2: Speed once process starts
	19
	29
	38
	23
	11
	3.03
	Neutral
	28.3%

	Q3: Overall organization
	15
	28
	35
	31
	11
	3.01
	Neutral
	35.6%

	Q4: Queue management (busy days)
	15
	29
	28
	39
	11
	2.98
	Neutral
	41.7%

	AVERAGE
	—
	—
	—
	—
	—
	2.99
	Neutral
	34.7%


The findings indicate that students generally perceive the current walk-in system as neutral. While the process itself is acceptable once it begins, issues arise in waiting time and queue management, particularly during peak periods. The highest dissatisfaction is observed in queue management, suggesting inefficiencies in handling large volumes of students.

Satisfaction with Appointment-Based System (Questions 5–8)
Table 2. Satisfaction with Appointment-Based System

	Aspect
	VS (5)
	S (4)
	N (3)
	D (2)
	VD (1)
	Mean
	Interpretation
	% Dissatisfied

	Q5: Preference for appointment system
	33
	28
	27
	25
	8
	3.50
	Satisfied
	27.7%

	Q6: Expected waiting time improvement
	27
	33
	28
	23
	8
	3.40
	Satisfied
	26.1%

	Q7: Efficiency and organization
	33
	33
	31
	17
	6
	3.58
	Satisfied
	19.2%

	Q8: Features (schedule/reminders)
	43
	33
	25
	16
	3
	3.81
	Highly Satisfied
	15.8%

	AVERAGE
	—
	—
	—
	—
	—
	3.57
	Satisfied
	22.2%


The proposed appointment-based system received a positive evaluation from respondents. Students expressed satisfaction with the idea of scheduling appointments, expecting improvements in waiting time, organization, and overall efficiency. The highest rating was given to additional features such as choosing schedules and receiving reminders, indicating strong preference for systems that provide better time control and convenience.

Overall Comparison
Table 3. Comparison of Walk-In and Appointment Systems
	System
	Mean
	Interpretation

	Walk-in System
	2.99
	Neutral

	Appointment System
	3.57
	Satisfied

	OVERALL AVERAGE
	3.28
	Moderately Satisfied


The comparison shows that while the current system is acceptable, students demonstrate a clear preference for the appointment-based system due to its perceived improvements in efficiency, organization, and time management.

Conclusions

Based on the findings, it can be concluded that the current walk-in ID picture-taking system is functional but not fully efficient, particularly in terms of waiting time and queue management. Students do not strongly express dissatisfaction; however, their responses indicate only moderate satisfaction. In contrast, the appointment-based system is viewed more positively, as it is expected to reduce waiting time, improve organization, and provide a more structured process. The results further suggest that the primary issue lies not in the process itself but in the lack of effective scheduling and flow management. Therefore, introducing an appointment system would address these concerns and improve the overall student experience.

Recommendations

 	It is recommended that the institution implement an appointment-based system to improve efficiency and reduce waiting time. A hybrid approach with limited walk-ins may also be used for flexibility. Key features such as time-slot selection and automated reminders should be included, along with better queue management for walk-ins. A pilot test is also advised before full implementation to ensure effectiveness and allow adjustments.
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