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The effect of mentoring and on-the-job training of physicians on health
care service in hospitals
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Abstract

In most human-centered organizations, such as hospitals and clinics, due to the complexity of human
resource behavior and system feedbacks, we need a comprehensive and systematic perspective to
improve the quality of patient's services. In the present study, three clinics (General, Retina and Cornea)
have been studied in Mashhad's Khatam Al-Anbia Ophthalmology Hospital. The factors that affect the
quality of human resource services such as workpressure, patient accumulation, time of each service
and time spent training rookies have been examined. In this paper, the system dynamics method is used
to simulate clinics and human resources, so that all aspects of the system can be checked and examined.
Based on the simulation results of this model in VVensim software, we found that high workpressure due
to patient demand and lack of sufficient experience of each physician at the start of first year, reduces
the visit time of each patient and due to the chain of services can lead to erosion loops and makes quality
of clinics less than the standards. Therefore, this can be prevented with the proposed policies.

Keywords: Service quality, Service capacity, Simulation, System Dynamic
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