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Abstract

The institutions suffer from a disparity in the performance of employees and citizens, leading
to repeated errors and defects, which affects the quality of service. The study aims to use Lean Six
Sigma to improve performance by determining Sigma levels and addressing issues to reach Six
Sigma. The problem lies in the lack of awareness of this technique and the absence of its systematic
use to improve processes and reduce variability. The technique provides a structured framework for
process improvement through defined stages: identifying the problem, measuring current
performance, analyzing data, and improving processes by relying on the DMAIC methodology
(Define, Measure, Analyze, Improve, Control) in Lean Six Sigma application. Additionally, it
calculates Defects Per Unit (DPU) and Defects Per Opportunity (DPO) for both employees and
citizens to determine their respective Sigma levels.The researcher used the SPSS statistical program
to extract the DMAIC stages and concluded that employees operate at the first Sigma level, while
citizens are at the second level. One of the most important recommendations the researcher reached
is that a detailed analysis of the causes and factors of repeated errors in each of the five pillars (senior
management support and commitment, organizational culture, training, quality, and organizational
strategy) should be conducted. This will help identify weak points and areas that need improvement,
as well as raise awareness of Lean Six Sigma. To address this issue, management must educate
employees on Lean Six Sigma through training courses, conferences, and seminars.
Keywords: Sigma Levels, DMAIC, Lean Six Sigma.
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Abeal) 553 iay (1) s
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4 2 noc=2
e B 691 462 69,1% 30,9% 1o
b 308 538 30,9% 69,1% 20
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B Jliae 6210 0,62% 99,379% 40
Olias J Y Gl B 233 0,023% 99,9767% 50
Il Cpual B - 3,4 0,00034% 99,99966% 60

Source: Tennant, G. (2001) "Six Sigma: SPC and TQM in Manufacturing and Services"

Sigma Equality Level= 0.8406 + 29.37 — 2.221x In (DPMO) ...... )]
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Bad Gglga s Gilsa b sl Flsa Badu Gilsa

\ ¥ s £ °

(Stability Of The Study Tool) 4. B Ll ¢ —w
33 sl Adee Jafienss BLawY) cild e oy 3 g S Ul Jaladdl DA (o daiay ushal) 83Y il o)
O s cyially Gubiall #lig S W clal dalaa ol cagilond S 053 D) (31 gl diadl e ()80 Ba Ayl
Wl s i ilgions mingy (¥) dsanlly - bl aiassy il 3y A gins TN (35S (S o(+2V ) el ey
el S
& LigS Wl b Ciaat ciligins g (¥) Jots

A Gyl LA st o d Cigiail) el
Jaa 0> 0.90 s 13
a 0.80 <¢<0.90
Jgsia 0.70 <a<0.80
Jilud lua 0.60 <a<0.70
G 0.50 <0<0.60
Jsia s a<0.50

(Y oY ;e r’;::AbJ\ ‘L_#\) :‘).\AAAS‘

Opdbigall gl Judadl) o—¥

& dasfins chpatially el deagll dilail) @iy prie 5l e IS aes ande JS8 il Ghasll didaill chial
il o adina) Cuill Jastivnng o UAY) Jalaa ¢(lunall Gl slual) Javsll) Ldlasy) Cullal) deasl) Jalail
polial () dsaall e alae WU ¢ laal) ol

dapall 4 dapural) A AalaY) (Giuna (£) g2

AsaY) (Goima a5a)) Jeadsil)
s i VA= \
G YN = VLAY ¥
Juiza Yoe— Y. v
i £.Y —v.6) ¢
Ja adip o —£.Y) °

Source: Likert, R. (1932). A technique for measurement of attitudes. Archives of Psychology, Published by Columbia
University Press, New York, P:17
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(17-87%) 58 (oansil) DAY Jalrag et 38 digall oY Wl i e o (53 (0.412) ()lnal) ddnd) Ll lasera
Aoyl Jals (Lean Six Sigma) Lagie Jss o5l by duadanill &Y ujes ) dale dala dlia of ) e 12
g (A dagiall o2 aladiid s Al toalually adl) i3y Gatlhgall paiesall caailly dpasill PDla e @l Gatal (S
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. Uay)
Sy b Lean Six Sigma Lagie juiall slady swiall 500 (A) Jesa
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oy Can A lend ol Al JL) Y oaY) aabing 3 gl (e ol Qi of (Key (U da L5 LS))
Lean dumgie i b lealiilly Llall 531 acs ola o5 Adled STy oyl IS0 dlaall) sda eha L) clgall agal
J<a i and) o) (ol Augina s Al dad i3 (—.387) (B2) dad il Cun B diall Uyl 6 Six Sigma
Cilig) rmiss) LS Lean Six Sigma dusgie s 8 L oV g Llell 5131 acs oy LalS il iy . U] 8 Ko
Lean damgie sl ih cllia) AL Ao jdl) Jod Aialll oy 3o Lo o g mmea uSally dupadl 3 Uy
(ver0 Ailany) AV xie HUawy) & Six Sigma
:(Analysis Phase ) Juail) dlaya A-Y
Jalgally oY) Julas ) shasl) o2a Cangs . (LSS) Gl ulaal) 2guall 2 (ke clshad aal (h0 sl Bglad a3
el Lilaally ehaal) me OGN SULELY) 3 o Qs ading + jgeaiall Clilon Lpe 3 Y] e 55554
st cnelal 13 L Aamlly cuddl halde s cullally claeall (ulalall ccilehaY) Jie Lushll Jalgall aaas 2
glnd Al alill paas 8 Jlal) 138 paliy . eladl gl clilas) dgng () i 138 (Al gulas aa Gl pae (pilasal
laadll Baga Gaaaty fUadY) Jalil cilelya) Aty Cpead )
POl gall Lo (S5ina ulusia)

Cun cue (538 Bilse yg Gilse ) IS a0 Cam i) sl o alae Wl lgluia) &3 tqigmll sae —)
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