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Abstract

The research seeks to use and apply lean production as one of the
new approaches and contemporary systems of quality, which aims
primarily to eliminate waste and use resources efficiently, by adopting
one of its tools, which is the process activity mapping (PAM). This
research is not only distinguished by its choice of a modern concept, but
also by its attempt to apply it in an intangible and difficult to_apply
service environment, in order to reduce waste in the time of completing
services. The Department of Administration and Finance of the
Ministry of Higher Education and Scientific Research / Human
Resources has been selected as the research community due to the
importance of their roles and responsibilities handling large number of
customers and processing their applications. The most frequently
repeated process was chosen, which is the services transfer transaction,
which is known for its many procedures and long completion time. The
case study approach was adopted as it is the most appropriate to achieve
the research objectives. Data were collected through field experience in
the researched department and by relying on direct observation,
personal interviews, and reviewing transactions related to transferring
services, and identifying their steps and procedures to and from the
Ministry of Higher Education, or transferring services between the
formations of the ministry itself, and drawing the current (PAM), then
activities that do not add value were deleted and a map of the proposed
process activity was prepared, and times were calculated before and
after using lean production. The research reached several results,
including the length of administrative procedures resulting from long
and unjustified waiting times, in addition to the frequent transfer of the
transaction between the employee the department, the division, and
senior management. However, when using lean production, it became
clear that the time to complete the transaction decreased significantly.
The research recommended adopting the proposed map of the process
activity from to reduce the service completion time.

Keywords: Lean Production, Waste, Service completion
time, Process Activity Mapping
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