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Project Charter Detie

Business Case: Tech -_Support is one of the Customer care Goall ngatemer;t: = rPosttﬁomple;fc;on of :h's 8? L?J.id’.twe
departments in Dell which deals with the tech issues of the WOltJO 9 0% /a sZti(s)f;cf:) rovli vele q:&') thigo reos'ect vvloglél
customers over the phone calls. Quality of these calls is Epl the oor(anization t>(/) avezlthe reven Pro) u
being measured by QAO0s everyday. €p 9 s evenue.
Quality of this department has gone down from 98% to 87%
in last 4 Months which can lead to customer dissatisfaction &
ultimately lead to revenue loss. A Six Sigma Project needs to
be run to bring the quality of the department back to 90%
which is required
Problem Statement: Quality of the Tech department in Phzse Closuredates
Dell has gone down from 98% to 88.87% in last 4 weeks Dafiine 30t June 200100
which is leading to a revenue loss of 50000 $ every week. A "
project needs to be run to bring the quality up at the Memssre 15™ July 20000
satisfactory level. Arcijzze 15% Aug) 20000
Enppreve 29" Aug 20000
Conitviol 10" Sep 20100
Project Leader: Abhishek Jha & Abhishek Nambiar Communication Plan: Weekly Calls & Emails.
Black Belt: __ Abhishek Jha & Abhishek Nambiar In -scope: Every call which an associate receives, The
Master Black Belt: Pranay Kumar entire Process. _ _
Team Members: Manoj Kapuria & other team members Qut -scope; . Any exceptional issue.




Project Progress Overview

Tollgates:
Planned 30 June 2010
Completed 29 June 2010
Steps: A Identify Customer CTQs

B Develop Team Charter
C. Define Process Maps

Key Deliverables:

Tools:

15 Jul 2010
20 July 2010
1 Select CTQ

Characteristics

2 Define Performance
Standards

3 Validate MSA & Data
Collection Plan

15 Aug 2010
18 Aug 2010
4 Establish Process
Capability

5 Define Performance
Objectives

6 Identify Variation
Sources

P i G e g

29 Aug 2010
25 Sep 2010

7 Screen Potential
Causes

8 Discover Variable
Relationships

10 Sep 2010
27 Nov 2010
9 Define & Validate
Measur ement Sy

10 Determine Process Capability
12 Implement Process Control

A List of Customer(s) and
Project CTQs

A Team Charter

A High Level Process Map
(COPIS)

A CAP Plan (Optional)

A Operational definition,
Specification limits,
target, defect definition
for Project Y(s)

A Data Collection Plan

A Measurement System
Analysis

A Baseline of Current
Process Performance

A Normality Test

A statistical Goal
Statement for Project

A List of Statistically
Significant Xs

A Preliminary CBA, if
applicable

A List of Vital Few Xs

A Transfer Function(s)

A Optimal Settings for
Xs

A Confirmation
Runs/Results

A Tolerances on Vital
Few Xs

A MSA Results on Xs

A Post Improvement
Capability

A Statistical Confirmation
of Improvements

A Process Control Plan

A Process Owner Signoff

A Final CBA, if applicable

Survey

Focus Groups
Interviews

ARMI, Stakeholder
Analysis

High Level Process Map
VOC Analysis

CTQ Matrix

Detailed Process Map
Other

> > > >

> > > > >

Data Collection Plan
Continuous Gage R&R
Attribute Gage R&R
Other

™ I I I

Basic Statistics
Histogram

Dot Plots

Box and Whisker Plots
Run Charts

Normality Testing

Fishbone
Hypothesis Testing
Regression Analysis
Other

D > T T I I I D> D> D>

QFD/CTQ Tree

New Process Mapping
(if required)

FMEA on new process
Other

™ >

™ >

Continuous/Discrete Zst, ZIt

Continuous /
Measurement Gauge
R&R

Discrete / Attribute
Gauge R&R

Control Charts
Control Plan

Other

> >

> > >



ARMI

Deifine

A: Approver, R: Resource, M. Member, |. Interested Party
Parties Define Measuire Analyze Inpiove Conitrol
VP/AXR Alll Alll Alll Al Alll
Manager Alll Alll Alll Alll AN
Asst. Manager M M R/MI R/MI R/M
MIS R R M M M
Assogiate R R R R/MI R/M
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Michael Dell We are expecting a positive response | Accuracy

Executive Chairman from this project & an increase in the

Dell quality scores which have been Quality
dipping down for last couple of
weeks.

Phil Jones This is something which we need it Customer Satisfaction

CEO - Dell indeed at this point of time. An
increase in the Quality Scores of Tech Accurac
Department will definitely bring high vracy
customer satisfaction.

lan Peters We had to look into the main issues Quality

Head of Customer Service which were forcing the scores of Tech

Dell Department to go down. This project Customer First

will do the in-depth analysis of all
those issues.




Voice of Customer Detfine

A Michael Dell:We are expecting a positive response from this project & an
increase in the quality scores which have been dipping down for last couple of

weeks.

A Phil JonesThis is something which we need it indeed at this point of time. An
increase in the Quality Scores of Tech Department will definitely bring high
customer satisfaction.

A lan PetersWe had to look into the main issues which were forcing the scores
of Tech Department to go down. This project will do thelapth analysis of all
those issues.
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Process Flowchart




First Level Analysis

Average Quality Scores

91.71%

92.00% - 91.39%
91.50% -
91.00% -
90.50% -
90.00% A
89.50% A
89.00% A
88.50% A
88.00% -
87.50% -

87.00% -

91.13%

88.87%

O Average Quality Scores

Information Fax Billing

As per 15t level analysis, out of 4 departments, Technology has not been able to meet the quality target of 90%
for last 4 weeks.



Data Collection Plan Measure

What to measure?

Y Operational deflinition Defeet Performanae Speadification Limit Opportunity
definitiom Siamndlaidl LSL USL
Quality | CaélsImbn8ored®o (@Mt § 0 Whaharb y| Q AD% 90% 100% Every @altiaken
Seotes | on dailythasisfahthe |  assopiats is by ansAssagciatp
assopiates incdiech | failed tormeet
deparimentsoearesiwill  Proesss
be ealculatetabasis?DP D Spedification/C
(defectppen ppRO.HINitY ustemer
Reguitement
How to measure?
Y Data Type Data Unit Plan io eglleat dlata Plan i6
liems safmple
Needed
What Is this an What is When the
database existing the data will
willl Ibe database | planned be reatly
usedli® | of new @ne | Siat Dade to use
record the to collect
data the data
Quallity Discrete Monthly | Percentagg ExcelsSheef Existing NA NA Sanpple
Seates Quallity (%)
seaKes of
Agents




Attribute Discrete Gauge R & R

A TheEffectivenesf the quality measurement stands at 93.75%. Audits done
by Evaluator 1 & Evaluator 2

A TheEfficiencyof the quality measurement stands at 90.63%. Audits done by

Evaluator 1 & Evaluator 2. The scores were finally compared with the scores of
Process Expert.




Sigma Level Calculation

Mean: 88.87
LSL (Lower Specification Limit): 90.00
Standard Deviation: 9.27

Z(LSL) =MeanLSL/Standard Deviation
=88.8790.00/9.27
=1.3/9.27
=0.13

Short Term Z(LSL)
=0.13+1.5
=1.4
=8.08e00




Procsess &bl g/ through Miimitaty

Process Capability of Quality

LSL, Target USL

LSL

Target

USL

Sample Mean
Sample N
StDev (Within)

Process Data

90

90

100
88.872
32
6.89438

StDev (Overall) 9.27375

48

—— \/\/ithin
== == Qverall

Potential (Within) Capability

Cp 0.24
CPL -0.05
CPU 0.54
Cpk -0.05
Ov erall Capability
Pp 0.18
PPL -0.04
PPU 0.40
Ppk -0.04
Cpm  0.00

I I
80 88 96 10

PPM < LSL
PPM > USL
PPM Total

Observ ed Performance
343750.00

0.00

343750.00

Exp. Within Performance

PPM < LSL 564966.18
PPM > USL  53271.83
PPM Total 618238.02

Exp. Overall Performance
PPM < LSL 548397.40
PPM > USL 115084.13
PPM Total 663481.53




Normallity TEsst Analyze

Summary for Quality Scores
Anderson-Darling Normality Test

A-Squared 3.85

P-Value < 0.005

Mean 88.872

StDev 9.274

el Vv ariance 86.002

Skew ness -3.5984

Kurtosis 15.2977

N 32

Minimum 46.000

1st Quartile 87.743

Median 91.065

.

[ . | . —1 : . : 3rd Quartile  92.993

48 56 64 72 80 88 96 Maximum 97.880
95% Confidence I nterval for Mean

% ® — T} 85.529 92.216
95% Confidence I nterval for Median

89.528 92.360
95% Confidence I nterval for StDev

o .
95% Confidence I ntervals 7.435 12.329
Mean A I \ 4
Median 4 4
86 87 88 89 90 o1 92

The above mentioned Normality Test clearly shows below mentioned points:

wMean is 88.87%

w25% associates are below than 87.743% which is also below than our mean

w50% associates are below than 91.065% whereas our Standard is 90.00%



Dot Pt Aadyyisis Anaiyee

Dotplot of Quality Scores

Out of 32 scores,
11 scores are
below than our
standard i.e.
90.00%




RumCbhett Stathillthy

Quality Score Tech

Quality Score - Technology

100 -

_—q—-—.—/.---‘.
90 -

80 A

70 -

60 A

50 A

40 -

2 4 6

8 10 12 14 16 18 20

Observation

22 24 26 28 30 32

Number of runs about median:
Expected number of runs:
Longest run about median:
Approx P-Value for Clustering:
Approx P-Value for Mixtures:

16
17.0

0.360
0.640

Number of runsup or down:
Expected number of runs:
Longest run up or down:
Approx P-Value for Trends:

Approx P-Value for Oscillation:

23
21.0

0.806
0.194




-MR (Haatt Anaiyze

| -MR Chart of Quality Score Tech
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1
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o
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S
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Box b0 tAABBkiSiS Analyze

Boxplot of Quality Scores
100 -
90 A
80 -
(2]
(¢D)
s
D 50 These 2 outliers are -
= affecting our Mean Box Plot Analysis
c% (Average) shows us mean =
60 - 88.87%
Median = 91.065
50 -
*
40 -

The above mentioned Normality Test clearly shows below mentioned points:
w25% associates are below than 87.743% which is also below than our mean
w50% associates are below than 91.065% whereas our Standard is 90.00%
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CausecRSE s dF (SFiBbhe e Ay siepsire

Management

Personal

Skill Issue

Rewards n Recognition

Will Issue Promotion Opportunities

ﬁ‘ Quality Scores

Issue with Training Modules Application Issues

Less Training Hours Hardware Issues

Technology
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Internal Job Posting Opportunities & other

Promotion Opportunities career growth Discrete
. Different programs for recognition on :
Rewards n Recognition . Discrete
achievements
Skill Issues/Process Knowledge Issue with understanding of Product/service Discrete
Will Issue LaadzS gAGK ! 3a20AF0Sk! ROAa2NRBisclee Af f ¢ (2 LIS
Issue with Training Modules Less coverage of product/service in training Discrete
modules
Scores of all the Team Leaders in the process :
Team Leaders - . Discrete
will be considered
Less Training Hours Less Training Hours as compared to standard of Continuous
4 weeks
o Issues with the application/Downtime because .
Application issue . Continuous
of application down
AHT Average Call Handling Time Continuous

Issue with hardware/downtime because of .
Hardware Issue Continuous
hardware problems



