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PROCESS SIMULATION 

IMPROVING SERVICE IN PATIENT 
DISCHARGE  WITH PROCESS 
SIMULATION 

Health care providers, like any other service industry,
face many challenges, such as reducing costs and
keeping abreast of technological changes while
meeting regulatory guidelines, exacerbated by the
problem of a sparse qualified labor force.

A framework for implementing improvements in the
service industry is essential and critical for preserving
and continuing these improvements.

The purpose of this project was to minimize the
percentage of insured patients whose discharge time
from the clinic was longer than 60 minutes. The goal
was to reduce this time without increasing costs.

The framework followed the following steps:

1. Construct the flowchart of the process
2. Identify the metric(s) and output(s)
3. Collect real-life data for the output specified
4. Perform the statistical analysis
5. Build the simulation model
6. Perform the design of experiments
7. Implement the solutions on the real process
8. Monitor the sigma quality level

Improvements that traditionally took months and even
years of fine-tuning to achieve can be attained in a
matter of days or even hours with the assistance of a
process simulation software.

To be able to reduce the discharge time, the main
reasons for the delay needed to be specified. A
brainstorming session was carried out to identify the
causes responsible for the delay and a control chart to
measeure before and after the process.

Discharge time was reduced to less than 50
minutes without increasing costs
significantly by using the Six Sigma
approach.

This improvement increased customer
satisfaction, increased the number of
admissions and turnovers on the rooms, and
increased profitability. Finance department
reported an increase in profit of $55,860
during the 6 months after the change was
made.
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