Tools and Approaches in Performance Management

	Name of Tool or Approach
	“Six Sigma Approach”

	Purpose of the Tool/Approach
	To know what Critical processes are capable of producing in relationship to what the customer requires. / Many tools are used, for example; Statistical Process Control (SPC) charts, failure mode effects analysis and processing mapping. 

	Underlying values or principles 

on which the tool/approach is based
	Six Sigma’s underlying principles are based on W. Edwards Deming’s 14 points for management. “Six Sigma” is a fact based, data-driven philosophy of improvement that drives customer satisfaction and bottom-line results by reducing variation and waste. / The approach is based on DMAIC – Define opportunities, Measure performance, Analyze opportunity, Improve performance and Control performance. 

	Situations in which the use of the tool or approach is appropriate
	· Where process improvement is needed to ensure customer requirements are met.

· Where knowledge of Critical processes is required for decision-making.

	Description of the tool or the approach – what’s the process, how does it “fit” in a performance management ‘system’, how does it ‘work’?
	“Six Sigma” is a statistical term that measures how far a given process deviates from perfection. The central idea behind “Six Sigma” is that you can measure how many “defects” you have in a process and you can systematically figure out how to eliminate them.  

Definitions/Concepts:

Critical – Attributes most important to the customer

Defect – Failing to deliver what the customer wants

Process Capability – What the process can deliver

Variation – What the customer sees and feels

Stable Operations – Consistent, predictable improvement

Design for Six Sigma – Designing processes to meet customer needs

	Outcome or result to be expected from using the tool correctly
	By increasing performance and decreasing variation, six sigma allows organizations to make customer-focused, data driven decisions that ultimately yield a reduction in process “defects’, increase credibility, increase employee morale and create a win-win situation for everyone involved.

	Resources, training or other support required to use the tool or approach effectively
	Your experienced QI professionals familiar with SPC can assist in the implementation. Six Sigma, as an approach, is most effective when used along with the more fundamental building blocks, such as process mapping, value analysis, performance consulting, and diagnosis of performance gaps. 

	For more information…..
	Books available on the subject: Peter S. Pande, What is Six Sigma?; Robert Slater, Jack Welch & the GE Way – 
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