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As chair of the Six Sigma
Division I was honoured to be
asked to chair the recent
conference hosted by the
International Quality and
Productivity Centre in Sydney.

The conference was over two days
and speakers were drawn from the
Services and Manufacturing sectors.

Speakers on the first day presented their insights on
deployment strategies for Lean Sigma in the Transactions
and Services sector. Speakers on the second day discussed the
impacts of Lean Sigma from a cultural and a bottom line
perspective.

As chair I presented my view of the status of Lean Sigma
in Australia from a research and practitioners perspective.
An important point made was that various academics have
empirically examined that there are a number of critical
success factors that have been common across various
improvement strategies like Total Quality Management, Six
Sigma, Lean and Lean Sigma. These factors include
leadership commitment, a continuous improvement culture,
effective education and training programs, employee
participation and robust measurement systems and useful
data.

The following are highlights of the talks. Most speakers
had various qualifications and experience and were at least
Black Belts in Six Sigma.

One speaker presented an innovative approach to
deployment including using an E-Tool to capture the Lean
Sigma projects. Another presented an application in HR
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using Visual management strategies to improve the process
of recruitment. Another speaker captured a number of
critical success factors for a successful deployment.

Focusing on the Voice of the Customer through surveys was
deemed to be critical to the success deployment by one
speaker. Another suggested that linking process, performance,
behavior and capability was critical to success in his
organization. A model to convert the necessary and sufficient
conditions for a successful deployment in manufacturing to
apply to services was presented by another speaker.

Also a speaker suggested that it was important to provide
an ongoing coaching process for Black Belts so that they can
move back into the operations side of the business. Another
speaker presented an approach to speed up the project
improvement process so that benefits can be observed
quicker.

Driving a consistent customer experience through
customer listening posts was deemed an important factor by
this speaker. Understanding customer value was also
mandatory as is thinking in the mindset of the customer.

One page plans showing the status of the projects and
improvements were critical to success for one of the other
presenters companies.

Strategies to get CEO buy-in were discussed at length by
a number of speakers. One speaker suggested it was
important to obtain an emotional buy in from the CEO.
Another said it was about quick wins so that management
realises that the benefits outweigh the costs and the
disbelievers become the strongest believers and supporters.

A panel discussion completed the first and second days and

this was about centralised or decentralised control of the
improvement function within a business.

A presentation was also made on the Six Sigma
Competencies developed by the industry and sponsored by
the Six Sigma Division of AOQ. These competencies have
been registered by RABQSA and are now available for use by
trainers and employees.

There were many other points made and if you would like
to discuss any of these please feel free to contact the chair of
the Six Sigma Division.
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