The Application of Six Sigma for Improving The Process Efficiency (I A Case Study of One
Gas Retailer in Taiwan
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ABSTRACT
In the current marketplace, consumers are going to pay attention to the service quality which is an essential fac tor for the businesses.
In order to enhance the competence, the businesses are aggressively to build an efficient service procedure which can improve the
operation efficiency, lower the cost, and valuing customers’ opinion. Moreover, with the improving te chnology, the good service is
not only based on the serving attitude from the front desk but also on the efficiency of the serving process. Thus, to improve the
serving process and integrate them is the top urgent issue for many businesses. Six-Sigma focuses on “ customer first priority” ,
“ procedure improvement” , and “ performance combination” . Thus, this study is taking a gas retailer to execute DMAIC to
improve the service procedures. Result demonstration: DMAIC can increase the efficiency of serving proces s for the gas retailer and
better the consumer satisfaction.

Keywords : Six-Sigmald DMAICO Service Quality[] Business process.

Table of Contents
0000 0000000000000 0000D0 wniiennennnnn, O OO0 i iv
ABSTRACT ...ttt VIO D e VIO O e vii 0
O O e XODO O e XIOOO OO e 1110
OO00O00 e L1200 000 e, 2130000000 e
BLAO OO s BLOT OO e 6000 dnO
L e T21O0O00 e 721100000 e 721200
OO0 s 82130 00OTOOMO v 922000000 wiiiiveveeeereecrreees 11
2210000000 e 112220000 o 122300000
O s 13231 0000000000 e 132320000000 s
142330000000 s 18234000000000 e 1823500000000
O0O00 e 20000 OO0OD0 i 233 L0000 i 233200
OOO00 e 243210000 (Define)....ccvceerervneriericennas 243220000 O Measure
RN 27 3.23 00 0 0O (ANAlYZE)....cveeeeeieereceeeie 303.24 00 0 IMProveld ....cccooeeeeeieiieeeenee 333.25
O 00 Controld ..o 36000 D000 e, 3841000
O e 384110000 e 384120000000 v 39
413000000 e 40420 000000000 e 414210000
(DefiNg)....ccvviiriireirienns 41422000 Measured .....cocevevererciciee 43423000 Analyzed ... 47
424000 1ImMproved .o 51425000 Controld ....ooevvvviiiiccnn 58000 bO0ObO
O e B05. 1 0000 oot 60520000000 e 6100
O 0 e 62
REFERENCES

gboob:1ooooooooboobobobobobooooboobDobobobOoboOoobOobDObODb20040 200 ODOO3MOO
000 SixSigmaOOOOOOOODNAOOOOOOOOS56800062-68020030 3.0000000000000O0O0O06000O0O
000000053 00028-32020000 40000000000SiIxSigmaO0O0OOO0O0OO0OO0OO0OO0OO0OOOOODOOS56800054-600
20030 s.0000000O00O00O0OO0O0DO0OOOO0O0O0ODLDOOODOOOODIsel 6.0 00 O0DOODOODOOOODOO
goooOoOoOoOoOOOOOOOOOOOOOOOOOOOOOOOOOOOOOO2001C0 70000OOOOOOOO6SIgMaIO
oo0oboo0ooooo0ooobboOooboooOoobboOooooboz0020 000D OO0DOODOOOOOOOODOOOODOOOODOO
OODMAICOOOOODOOODOOOODOOOODDO20020 .000006c DO ODOODOOODOOOODOO

http://www.sixsigma.org.tw] 20030 10.0 00 006c OO0 O00O00OO0OO00ODOOO200100 11.000000000DO06e0O0O0O0ODO



000020020 12.00000SixSigma0 000000000000 DOO00O0OOO0ODOOO0ODOO0OO0ODODOOOOOOOO
020030 3.0 0000000000000 00O0O0O0O0O0DO20010 14000000000 00000000020060 15.00000
O000oKTVOOODODOOOOOoo0Oo0o0oo000o0o0000o0000o0020020 160 0000000000000O0O0O0ODOAO
0200200 1700000GE-6Sigma0 00 TQMOI DO OOODOOOOO39000400071-75020030 18000 0000000
0000000000 00000000000000000000000000000020030 19.00000000000000
00000020010 20.000006Sigma0 0 0000000020020 21.000000000000000020090 2200000
00000000000 0O0O0OD0O0O0O0ODO0O0OO0ODOO0ODOODOD19980 OO OO :23.Behara, R. S., Fontenot, G. F. and Gresham, A,

“ Customer Satisfaction Measurement and Analysis Using Six Sigma” , International Journal of Quality & Reliability Management, VVol.12,
pp.9-18, 1995. 24.Christian Gronroos., “ Services Management and Marketing” , Lexington Books, 1990. 25.Davenport, T. H., Short, J. E.,

“ The New Industrial Engineering: Information Technology and Business Process Redesign” , Sloan Management Review, Vol.31, pp.11-27,
1990. 26.Forrest W. Breyfogle 00, “ Implementing Six Sigma : Smarter Solutions Using Statistical Methods” , John Wiley & Sons, 1999.
27.Garvin, David A., “ What Does Product Quality Really Mean?” , Sloan Management Review, VVol.26, pp.25-43, 1984. 28.Greg Brue., “ Six
Sigma for Managers” , McGraw-Hill, pp.29-93, 2002. 29.Gronroos, C., “ Strategic Management and Marketing in The Service” , Management
and Marketing, 1983. 30.Guha, S., Kettinger, W. J., and Teng, J. T. C., “ Business Process Reengineering: Building a Comprehensive
Methodology” , Information Systems Management, pp.13-22, 1993. 31.Hammer, M., “ Reengineering Work : Don’ t Automate, Obliterate” ,
Havard Business Review, July-August, pp.104-112, 1990. 32.Harry, M.J., “ Six Sigma: A Breakthrough Strategy for Profitability” , Vol.5,
pp.61-64, 1998. 33.Kane, V. E., “ Process Capability Indices” , Journal of Quality Technology, Vol.18, pp.41-52, 1986. 34.Lovelock, Christopher
H. Wright, Lauren K., “ Principles of Service Marketing and Management” , Prentice-hall, New Jersey, pp.92, 1999. 35.Oliver, Richard L.,

“ What is Customer Satisfaction?” , Wharton Magazine, Vol.5, pp.36-41, 1981. 36.Parasuraman, A., Zeithaml, V. A., and Berry, L. L.,* A
Conceptual Model of Service Quality and Its Implications for Future Research” , Journal of Marketing, pp.47-48, 1985. 37.Peter S. Pande and
Robert P. Neuman and Roland R. Cavanagh, “ The Six Sigma Way: How GE, Motorola, and Other Top Companies Are Honing Their
Performance” , McGraw-Hill, 2000. 38.Pyzdek T., “ The Six Sigma Handbook” , McGraw-Hill, New York, 2001. 39.Roger W. Hoerl, “ Six
Sigma and The Future of The Quality Progression” , Quality Progress, Vol.31, pp.35-42, 1998. 40.Schnitt, D. L., “ Reengineering the
Organization Using Information Technology” , Journal of System Management, Jan., pp.14-42, 1993.



