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The objective of this research is to study the behaviors of service process of the hospital
when the improvement policy, lean six sigma, will be implemented. The research methodology is
to use system dynamics for simulating the behaviors of the hospital system. The system consists
of appointment systems, medical units, outpatient department (OPD). The system dynamics
model presents how to integrate lean six sigma and guide the way to implement lean six sigma to
service process of the hospital. The behaviors of system studied were generated by four policies.
There are 1) current operation 2) implementation of lean production system to the processes
3) implementation of six sigma quality management to the processes and 4) implementation of
lean six sigma to the processes. The processes were evaluated by 1) rate of process flow, the key
performance indexes are operation cycle times and flow rate ratio 2) productivity of staffs, the
key performance index is productivity and 3) quality of service, the key performance indexes are
quality of service and perception of quality. The results of simulation of system dynamics model
are shown by graphs of system behaviors. As the results shown, average operation cycle time is
reduced 57.4%, flow rate ratio be increased 375.75%, productivity be increased 30.4%, quality of
service be increased 120.7% from current operation by lean six sigma approach. In conclusion,
the system dynamics model can assist the administrators of the hospital to make appropriate

decisions on improvement policy deployment.





