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Process and Problem at the Customer 

Contributors to Success – Six Sigma Basics
• Pick the Right Project

• Link to Financials 

• Process Map  - Fishbone Map – Data

• Voice of the Customer  - Processability

• Process  Owner  Involvement 

What Happened to Management Support? 
Summary and Conclusions 
Question and Answer

Overview

*** Non-disclosure:  All industrial experiments, results and scenarios are based on the authors’ actual 
experience.  Data units, variable names, dollar amounts, etc have been changed for demonstration 
purposes only.   
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Runout Project Performance Summary
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Cathode Ray Tube Mechanics
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Shadow Defect with Off Center Neck
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Runout Dimension and Specification

Spec = 12/1000”
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Select the Right Project
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Project Risk Assessment

Risk Score indicates 
applicability of the 
DMAIC method
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Select the Right Project
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Select the Right Project
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Project is Clearly Linked to Finances
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Project is Clearly Linked to Finances
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Project is Clearly Linked to Finances
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Necksealer Process Map
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Overall Process Map
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Causes of Runout too High
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Measurement Variation and Runout 
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Results of Gage R & R Study

Source  StdDev (SD)   
Total Gage R&R         0.45904    

Repeatability        0.43710    
Reproducibility      0.14023   

Operator           0.02700    

Operator*Neck      0.14003   
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Measurement Variation and Runout 
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Causes of Runout too High

X
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Runout Comparison by Mold
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Causes of Runout too High

X

X
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Overall Process Map
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Process Analysis Tools

Five 
Standard 
Parts
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Causes of Runout too High

X

X

X
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Process Monitoring

Correlated to Sealedge 
Grinder Moves
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Overall Process Map
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Sealedge Grinder Effect on Runout

Runout Probes

Flat Ground 
Sealedge

Angled  Ground 
Sealedge
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Causes of Runout too High
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Voice of the Customer

Did our runout 
measurement 
reflect 
processability at 
the customer?  



© 2008 Minitab, Inc.

Voice of the Customer

Allowed the supplier to better control runout due to 
more accurate measurement.  
Allowed the customer to better correlate runout to 
processability due to more consistent measurement. 

Implementation of Actual Runout 
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Voice of the Customer

Ran fine here too!
New Spec = 11
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Runout Project Performance Summary
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Process Owners are a Part of the Team

Experts and 
Customers Too! 
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What Happened to Management Support? 
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Pareto of the Top Reasons for Project Failure
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1. Pick the Right Project

2. Link to Financials 

3. Process Map - Fishbone – Data

4. Voice of the Customer  - Processability

5. Process  Owner  Involvement 

What Happened to Management Support? 
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Thank you for your time and participation!

Questions?
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