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ABSTRACT

The effect of Using Six Sigma on Customer Value and
Customer Satisfaction

Umniah Mobile Company Case Study

Prepared by
Mowafaq Hmidi Hamdan AL-Sharat

Supervisor

Associate Prof
Dr. Laith Alrubaiee

The study aimed to investigate the effect of Using Six Sigma on
Customer Value and Customer Satisfaction in Umniah Mobile Company.

To achieve the objectives of the study, the researcher distributed the
first questionnaire on the mangers and head of section in Umniah Mobile
Company, while the second questionnaire distributed on Umniah Mobile
Company customers. A number of statistical tools and methods were used
such as Mean, Standard Deviation, One sample T-test, Stepwise Multiple
Regression, and Path analysis.

After the analysis of the collected data and hypotheses, a nhumber of
results were reached. Umniah Mobile Company implemented the Six
Sigma Principles.

The study also noted the high value provided to customers of all
kinds functional, financial and emotional, as well as satisfaction with the
company's customers for their services according to the viewpoints of
both managers and customers, where the study showed a consensus high

between the views of managers and heads of departments in the company



-
and the views of customers on the other hand in assessing the level of
each of the value provided to the customer and the customer's
satisfaction, which indicates to the health and safety of the use of
Subjective Judgemental measures in measuring the level of the value
provided to customers and customer satisfaction from the point of view of
managers and department heads. The study indicate there was a
significant effect of Six Sigma Principles on customer's satisfaction as well
as there was a significant effect of customers value on customer's
satisfaction, there was a significant indirect effect of Six Sigma Principles
on customer's satisfaction through customers value

Based on these results, the study came up with some
recommendations come in the forefront of the principles of Six Sigma
given high importance because of their impact on customer satisfaction
and provide a service of high value lead to customer happier and loyalty.

Finally, the study confirmed the significant role of the senior
leadership in the success of application Six Sigma principles and its role to

ensure the success of the application of Six Sigma.
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