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The major leadership/management concepts discussed:

1. Focus on the Customer.

2. Process Focus, Management, and Improvement

3. Proactive Management

4. Boundary less Collaboration 

The significance of the book’s concepts to my work/life experience and learning:

The Six Sigma Way does a good job at defining leadership/management attributes that can be used on the job. The book introduced and talked about many different concepts to improve business performance, but the four concepts or themes listed above were the ones that really hit home for me.

Focus on the customer is very important because without customers, service organizations and businesses would not exist. Customer service (understanding and delivering what the customer needs and wants) has been pushed aside and replaced with “consolidation to be more efficient and save you, the customer money”. The push to consolidate processes is not all bad, but the needs of the customer must not be forgotten during the process. In Six Sigma, customer focus becomes top priority and improvements are defined by their impact on customer satisfaction and value.

Six Sigma’s process focus, management, and improvement are where the action is. Focusing on the processes, managing it efficiently, and improving it are ways in building a competitive advantage in delivery value to your customers. In the past, management was always looking for problem areas and once identified, did not have feasible solutions to implement. In Six Sigma, process improvement seeks to fix a problem and implements a strategy for developing focused solutions to eliminate the root causes of performance problems. 

The proactive management of Six Sigma is defined as acting in advance of events, not reacting to them and to focus on problem prevention versus firefighting. This concept related to me very well because one of my duties is problem disbursements and root cause analysis. Once the root cause is identified, I determine how to prevent it from happening again. Usually it is a training issue because a technician enters data incorrectly or a wrong code is used. We have a customer that we made corrections for every month and they explained that it was a system problem. After discussing it with the customer, it was determined that one of their units was using a wrong cost center code. The customer informed me that once they train the unit, this error should not happen again. After reading the Six Sigma Way, I learned that this was an example of being proactive by asking “why” we do things instead of defending “this is how we have been doing things”.

The last concept, Boundary less collaboration is to break down barriers and improve teamwork, up, down, and across organizational lines. To often we hear that there is an open door communication policy, but in fact it is not. In my experience I have seen situations that go on for days because individuals will not talk or work with each another. The “it’s not my job” is often heard in situations like this and no one attempts to correct the problem. It starts with management and if the managers have this attitude so will the department or organization. It is very important to break down these barriers and work as a team because disconnects and competition among groups will not provide or add value to the customer.

The Six Sigma Way reaffirms positive leadership/management techniques that can be used at work. Six Sigma provides ways to improve, measure, and track business performance and it is not a sorority or fraternity. Six Sigma is defined as “A comprehensive and flexible system for achieving, sustaining, and maximizing business success. Six Sigma is uniquely driven by a close understanding of customer needs, disciplined use of facts, data, and statistical analysis, and diligent attention to managing, improving, and reinventing business processes”.  If you are in a position that requires you to make improvements the Six Sigma Way is a system that uses many concepts, tools, and principles that you can adapt to best fit your Organization’s culture, industry, people and strategy.

