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Introduction

“Defect, Failure, Mistake, Default”

• Who is paying your salary?

• Its neither your boss, our organization nor 
compliance with any ISO 9000 …compliance with any ISO 9000 …

• It’s the customer and those who guarantee 
customer relation management (CRM)!

• So is it you, too…? By reducing DFMD!

• => All of the above are defined by external 

and internal customers!



Six Sigma vs. Lean Sigma

:  Six Sigma seeks to improve the quality of process 

outputs by identifying and removing the causes of defects 

(errors) and minimizing variability in manufacturing and 

business processes.

• Lean Sigma: more value with less work
Lean manufacturing or lean production, which is often known simply as 

"Lean" focuses on activities that create value for the end customer and  

then eliminate those activities that are not value creating. Good example 

is Toyota ,JIT.
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Six  Sigma

Like its predecessors, Six Sigma doctrine  asserts that:

• Continuous efforts to achieve stable and predictable process results (i.e. reduce process 
variation) are of vital importance to business success.

• Manufacturing and business processes have characteristics that can be measured, 
analyzed, improved and controlled.

• Achieving sustained quality improvement requires commitment from the entire 
organization, particularly from top-level management.

Features that set Six Sigma apart from previous quality improvement initiatives include:Features that set Six Sigma apart from previous quality improvement initiatives include:

• A clear focus on achieving measurable and quantifiable financial returns from any 
Six Sigma project.

• An increased emphasis on strong and passionate management leadership and 
support.

• A special infrastructure of "Champions," "Master Black Belts," "Black Belts," etc. to 
lead and implement the Six Sigma approach.

• A clear commitment to making decisions on the basis of verifiable data, rather than 
assumptions and guesswork.
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From 2σ – 6 σ: Statistics

Failure-Parts

Incidents

per Million

Process

Capability

Prof Dr Karl Wagner

Carl Friedrich Gauss

(1777-1855) 

LFL= Lower Failure Limit HFL= Higher Failure Limit



Focus on what?

the broad bell curves, that do 

not meet VoC .Can deteriorate the 

Goes out to the customer = output X are all the triggers to control variation

not meet VoC .Can deteriorate the 

whole product (weakest links in the chain)

Steep curves ok

e.g. JAN+FEB+…

e.g. Branch 1+2+3..



Cost of Poor Quality in Terms of Sales

What are Quality Costs under Observation?



Introduction

Background

• Many researches are conducted to attain 

the real picture of the services.

• One of the major ways to get a real picture•
is mystery shopping or mystery calling.

• Mystery calling in educational institutions 

is not much utilized.
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Introduction

In a previous study done by (Latifah L. A. et al. 

2009) in Learners rated two items :“university 
staff is easily contacted by telephone” and “toll 
free number for learner services center is easily 
reachable” as least satisfactory.    reachable” as least satisfactory.    

Therefore, Problem to be 

Investigated:

(DMAIC) is used to rectify the problems 
encountered in telephone calling at 
OUM.
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Measure

Instrument Design

• A questionnaire was taken from a German 

study and then translated into English.

• After  doing a focused group study the 
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• After  doing a focused group study the 

Questionnaire was customized.

• Mystery caller used real cases when 

calling the service centers.



Measure

Sample

• 40 calls were made by a mystery caller to OUM 
staff.staff.

• Real case questions were asked from the staff.

• According to the telephone call experience 
mystery caller has answered the questions of the 
mystery calling questionnaire.
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Data Analysis Method

Soft-wares:

• SPSS 15
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Type Data Analysis Method:

• Descriptive

• Inferential

Measurement Instrument

• Questionnaire



Data Analysis 

Frequency test result
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Frequency test result



Data Analysis 
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Data Analysis 
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Data Analysis 
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Data Analysis 
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Data Analysis 
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Data Analysis 
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Data Analysis 
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Data Analysis 
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Data Analysis 
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Conclusion
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Although the approach is simple, it is by no means easy. But the results 

justify the effort expended. Research has shown that OUM by  

successfully implementing Six Sigma may perform better in return on 

sales, customer satisfaction, reduction of complaints and so on. 



Limitations of the Study

• Mystery calling is a new 

approach for which there 

is not  much literature 

available particularly in available particularly in 

academic studies.

• Other types of methods 

may  be used for 

comparison.
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Thank you!
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