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Six Sigma in the UK service organizations:

results from a pilot survey
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Benefits of Six Sigma in the service industry
Service-oriented businesses adopting Six Sigma business strategy will have the
following benefits:

» improved cross-functional teamwork across the entire organisation;

+ transformation of organizational culture from fire-fighting mode to
fire-prevention mode;

+ increased employee morale;

+ reduced number of non-value added steps in critical business processes through
systematic elimination, leading to faster delivery of service;

« reduced cost of poor quality (COPQ) (costs associated with late delivery,
customer complaints, costs associated with misdirected problem solving, etc.);

* increased awareness of various problem solving tools and techniques, leading to
greater job satisfaction for employees;

+ improved consistency level of service through systematic reduction of variability
in processes; and

« effective management decisions due to reliance on data and facts rather than
assumptions and gut-feelings.
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