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Office rules & information

Safety & Exits Coffee & smoking 

locations
Prayer Room  & 

Toilets

Mobile  usage & cleanliness
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1. LSS Introduction

2. Lean Overview

3. Lean Tools

4. Six Sigma Overview

5. Define Phase

6. Measure Phase

7. Analyze Phase

8. Improve Phase

9. Control Phase

10.Transforming ideas into beneficial projects
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• Understand the Lean Six Sigma methodology

• Identify the benefits of using Lean Six Sigma

• Recognize the wastes in processes

• Help the Group adopt new cost-saving 

practices

• Facilitate the conversion of ideas from the 

Group to projects that can yield monetary 

benefits. 
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• Lean methodology focuses on eliminating wastes or non-value-

adding component in any processes.

• Lean generates huge improvements in efficiency, cycle time, 

productivity, material costs and scraps.

• Lean means creating more value for customers with fewer 

resources.

Before Lean After Lean
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5S

Lean 

Wastes

Value 

Stream 

Mapping

Flow

Results in a workplace that is clean, uncluttered, safe, and well 

organized to help reduce wastes and optimize productivity. 

A core principle of lean—reducing and eliminating waste

Follows a product’s production path from beginning to end and 

draw a visual representation of every process in the material and 

information flows. 

Product proceeds from design to launch, order to delivery, and 

raw to finished materials in the hands of the customer with no 

stoppages, scrap, or backflows.
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Provides a methodology for organizing, 

cleaning, developing, and sustaining a 

productive work environment
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What is Six Sigma?

Sigma (σ) is a statistical concept 

that represents how much 

variation there is in a process 

relative to customer specifications.

Every Human Activity 

Has Variability...

Reducing Variability is 

the Key to 

Understanding Six 

Sigma

Six Sigma (6σ) is equivalent to 3.4 “defects

per million opportunities” (DPMO). The

variation in the process is so small that the

resulting products and services are

99.99966% defect free.

Sigma (σ) Six Sigma (6σ)
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Six Sigma Example

One Sigma = 170 misspelled words per 

page in a book

Two Sigma = 25 misspelled words per 

page in a book 

Three Sigma = 1.5 misspelled words per 

page in a book 

Four Sigma = 1 misspelled word in 300 

pages 

Five Sigma = 1 misspelled word in the 

Encyclopedia Britannica

Six Sigma = 1 misspelled word in all the 

books in a city library

Sigma Level

2

3

4

5

6
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Objectives of Six Sigma

Customer-focused 

business improvement 

process

Defect reduction in a 

process or product

Enhanced capability Increased bottomline
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Focus of Six Sigma

1. Who is 

YOUR 

Customer?

2. What is the 

OUTPUT that you 

provide to your 

customer?

4. How does your 

CUSTOMER 

measure your 

performance?

Customer

3. How do you 

MEASURE your 

output to your 

customer? 

5. How can I 

IMPROVE my 

performance? 
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Why Six Sigma?

The 3 sigma Company The 6 sigma Company

• Spends 15~25% of sales dollars on 

cost of failure

• Spends 5% of sales dollars on cost of 

failure

• Does not have a disciplined approach 

to gather and analyze data

• Use Measure, Analyze, Improve, 

Control and Measure, Analyze, Design

• Benchmarks themselves against their 

competition

• Benchmarks themselves against the 

best in the world

• Believes 99% is good enough • Believes 99% is unacceptable

• Define CTQs internally • Defines CTQs externally
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Six Sigma Methodology 

Six Sigma as a methodology provides an organized, specific, repeatable 

means of assessing and resolving challenges through a process titled….

This approach yields a focus on cause and effect with analytical 

problem-solving tools within a management structure to assure results.

Define Measure Analyze Improve Control
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Define Phase

Define the problem, improvement activity, opportunity for 

improvement, the project goals, and customer (internal 

and external) requirements.

Project charter to define the focus, scope, direction, and 

motivation for the improvement team.

Objective

Project 

charter

Voice of the 

customer

AS IS map

To understand feedback from current and future customers 

indicating offerings that satisfy, delight, and dissatisfy them.

To provide overview of an entire process, starting and 

finishing with the customer, and analyzing what is required to 

meet customer needs.

Key Deliverables



27



28

S
S U P P L I E R S

I
I N P U T

P
P R O C E S S

O
O U T P U T

C
C U S T O M E 

R

PROCESS 

TITLE:
VEHICLE REPLACEMENT / MOVEMENT

receiver of newly 

created output

CUSTOMER

Sales Team Customer details
Create vehicle replacement form in 

Gateway
Vehicle replacement form Client

who is providing 

input to a process

resource provided by supplier for 

incorporation to process

steps taken to convert 

input to output

resource resulting 

from process

SUPPLIERS INPUT PROCESS OUTPUT

Contract details
Inspect the car, fill the VR and VDR 

forms
Replaced / transferred car

Operations Team Customer requirements Print/handover VR and VDR forms Vehicle damage report form

 Handover filled forms to rental 

agent

Movement details Get client signature

Scan and upload forms

Archive forms
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Define Phase – CTQ

CTQ is a metric that reflects what 

the customer wants and that we 

can measure internally.

The CTQ

• is the deliverable of the “Voice 

of the Customer” (VOC) tool

• must be measurable

To translate the Voice of the 

Customer into CTQs

• organize the information as 

statements in customer language 

• group the customer needs and 

break the information down from 

customer language to internal 

measurable characteristics 

(CTQ-Tree)
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Measure Phase

The purpose of the measure phase is to understand the 

extent of the problem with the help of data. In other 

words, measure the process performance in its current 

state in order to understand the problem.

To record the activities performed as part of a process

Objective

Process 

map

Capability 

analysis

Pareto 

chart

To assess the ability of a process to meet specifications

To analyze the frequency of problems or causes

Key Deliverables
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Measure Phase – Process Map
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Analyze Phase

Analyze the process to determine root causes of 

variation and poor performance (defects).

Root cause analysis (RCA) to uncover causes.

Objective

Root cause 

analysis

FMEA

Multi-vari

chart

Multi-vari chart to detect different types of variation within a 

process.

Key Deliverables

Failure Mode and Effects Analysis (FMEA) for identifying 

possible product, service, and process failures.
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Analyze Phase – Key Tools

Root Cause Analysis/ 

5 Why analysis
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Improve process performance by addressing and 

eliminating the root causes.

(DOE) to solve problems from complex processes or 

systems where there are many factors influencing the 

outcome and where it is impossible to isolate one factor or 

variable from the others.

Objective

Design of 

experiment

Key Deliverables

Kaizen 

event

to introduce rapid change by focusing on a narrow project 

and using the ideas and motivation of the people who do 

the work.
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Design of Experiment Weighted Criteria Matrix
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Control the improved process and future process 

performance.

Quality control plan to document what is needed to keep 

an improved process at its current level.

Objective

Quality 

control plan

Key Deliverables

Poka-yoke

Statistical process control (SPC) for monitoring process 

behavior.

Mistake proofing (poka-yoke) to make errors impossible 

or immediately detectable.

SPC
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Design of Experiment SPC Charts

Quality Control Plan
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• Analysis of Variance 

(ANOVA)

• Box Plots 

• Brainstorming

• Cause-effect 

Diagrams 

• Correlation & 

Regression

• Design Of 

Experiments

• Graphs and Charts

• Histograms

• Hypothesis Testing

• Pareto Analysis

• Process Capability 

Studies

• Process Control 

Plans

• Process Flow 

Diagrams

• Quality Function 

Deployment

• Response Surface 

Methods

• Scatter Diagrams

• Standard Operating 

Procedures (SOPs)

• Statistical Process 

Control
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Motivate interest and understanding of Lean Six Sigma 
across the organization

Participants are required to complete the 3-day course, 
pass the Yellow Belt exam (internal) and complete one or 
two projects worth > AED 50K in total

Participants are required to complete the 3-day course, 
pass the Green Belt exam (ASQ) and complete  one or 
two projects worth > AED 100K in total

Participants are required to complete the 
course, pass the Black Belt exam (ASQ) and 
complete two complex projects worth > AED 
500K in total
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Analyze your 

current operations

Identify what can 

be improved

Brainstorm with 

Line Manager & 

LSS team

Establish metrics 

with targets 

Develop project 

charter

LSS council 

approval

Launch projects
Monitor & report 

progress

Recommend 

improvements

Continuously improve

Plan

Deploy

Review & 

report

Grow
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