Six Sigma Exam Spring 2009
3 Hours

You are allowed to bring your case study “People and Quality: the case of Delta Hotels” into the exam room along with any notes you may have made on the text or back of the paper.
Make sure you clearly identify what question you are answering.  1 or A or 9 or F etc.. 
Remember this is about comparing things to Six Sigma and using Six Sigma – not about what you can see that Delta Hotels have been doing.

Please answer all of the first 10 general questions 
And give 5 answers to the possible 10 questions in the second part.

Section 1 (answer all for 5 marks each)

1. Name 5 Jobs in a Six Sigma organisation (i.e. Black Belt, ……….) Sorry you cannot include Black Belt in the 5.
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2. SIPOC stands for what?
Suppliers, Inputs, Processes, Outputs, Customers

3. What is a Poka Yoke?
A Fail Safe System

4. What is Muda?
Waste

5. What is the Benchmark system used in Six Sigma?
The Sigma Score (2.3, 3.8, 4 Sigma etc..)
6. Explain the use of a Fishbone Diagram?
A Visual System for groups to share the brainstorming Effects from the Causes.
Shaped like a fish with bones, the Effect is the Head and the causes are arranged as bones. Each issue at the top of the bone has to get asked Why 5 times.
7. Explain what a Pareto Chart is and how is it used in Six Sigma?
The 80/20 Principle

“80% of something is caused by 20% of something else.”
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8. What is the difference between VOC and VOIC?
Voice of the Customer

Voice of the Internal Customer
9. Explain what is Low Hanging Fruit? 
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Easy to do projects using the 7 basic tools.
10. What are Swim Lanes in a Process Map?
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Swimlane Flowchart – it is used for showing departmental or individual responsibilities in a process flow. The bands of a Cross Functional Flow Chart represent each individual department or individual that participate in the process that you are documenting. Lines that separate functions or departments.

Could be used for SIPOC diagnostic.
Section 2 for 10 marks each

Answer, using brief discussions, only 5 of the following 10 recommendations from the text.   

Discuss how Six Sigma can help to implement these recommendations?

You may refer to other quality systems if you feel it is appropriate but it is not necessary for maximum marking.
A
Place customer needs in the heart of the whole process.
“The Six Sigma Pathway

· Identify core processes and key customers
· What is the customer requirement

· What are the Moments of Truth/Critical to Quality, CTQ
· What measures of current performance?”

VOC, COPQ, Better/Faster/Cheaper
ServQual
B
Seek suggestions from staff while treating them as key business partners.
VOIC, The Project Funnel, Council, Voting, Project Teams, Quality Circles, Kaizen
C
Develop a corporate quality and people philosophy, concept and key principles.
Commitment from the top

Training for all

Quality Tools around DMAIC

Jobs, Functions and Positions for quality management

Involvement, Participation, Empowerment

Everyone owns the problem
D
In the above context, allow unit-based flexibility in creating practical plans.
Project Teams, Green Belt in the functional job, Project Funnel, Council, Voting, Kaizen, Quality Circles, Boundary less collaboration, JIT.
E
Ensure systems are in place to collect data needed to measure guest satisfaction.
D (MA) I (C) = Measure and Analyse, the Controls.

From the 7 Tools – Histograms, Run Charts, Pareto, Scattergram, Control Sheets.

VOC, VOIC, KPIs, Balanced Scorecard
F
Train and empower staff to carry out internal quality audits.
All staff are trained in Six Sigma and the basic tools.

Green Belts are the internal auditors to help Process owners.

DMAI (C), Contols are for Auditing – Control Charts and Check Lists.
G
Enter into partnerships with suppliers to enhance the quality of products.
(S)IPOC, Supplier is at the beginning of the evaluation process.
Suppliers are Key Stakeholders.

VOIC – Suppliers are Internal Customers.
H
 Incorporate motivational strategies and incentives for achievements in quality.
Sigma Score & Improvements
Balanced Scorecard

Celebration of Successes

Involvement

Voting

Building from Green Belt to Black Belt
I
Develop benchmarks matching international and/or national award criteria.
A Sigma Score is an International Benchmark.

KPIs
ISO, MBNQA, EFQM
J
Ensure periodical review systems to improve and sustain quality activities.
DMAI (C) Control, Check Lists, Control Charts, FMEA, Balanced Scorecard, PDCA.
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