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The objective of this research is to improve responsiveness in dental service industry
by determining methods to reduce service lead time and improve readiness of information
service. The Special Dental Service Clinic, Faculty of Dentistry, Chulalongkorn University was
used as a case study. This research applies Lean Six Sigma approach, which composes of
the steps of defining problems, measuring and collecting information about the problems,
analyzing the causes of the problems, improving, and controlling the performance with
continuous improvement. The significant problems were determined as ones that are non-
value-added or have significant differfance between patients’ expectation and perception
levels. One major problem is long service lead time and cumulative queue, which is caused
by inappropriate allocation of capacity. Using the proposed allocation method, the queue is
predicted to be disappeared in 3.7 months. in addition, simulation method was used to
decide on the process of first examination that provides less lead time. In the payment
process, the waiting time was reduced from 7 to 2 minutes by rearranging the work method.
In the process of making appointment, the new filing system was implemented that could
reduce the search time from 2 minutes to 10 seconds. Other solving methods that could not
be implemented within the timeline of this research were evaluated using the criteria of their
effectiveness and expense. It was found that every method is worth implementing. In the
control phase, the performance indices with method and frequency of monitoring were

developed for controlling and continuous improvement purpose.
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