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Abstract: This study aimed to evaluate the waiting experience in service institutions, with the
objective of optimizing the use of Information and Communication Technology (ICT) to
improve customer experience. The research employed a descriptive-analytical approach
through a survey distributed to a sample of 438 individuals. The findings revealed that ICT
significantly contributes to reducing waiting times, while electronic queue management
systems have proven effective in regulating customer flow and minimizing congestion within
service institutions. Furthermore, electronic services were found to facilitate rapid and efficient
access to services. Based on these results, the study recommends that service institutions invest
in the development of electronic waiting systems and smart applications as an effective
alternative to traditional queues, thereby increasing customer satisfaction in waiting
experiences.

Keywords: Information and Communication Technology, service institution, electronic
services, waiting systems.
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