

















Achieving operational excellence is a continuous
journey, deeply intertwined with the commitment
to delivering exceptional customer satisfaction.
This journey demands a structured approach that
focuses on optimizing internal processes, aligning
employees with the organization's strategic goals,
and using key performance tools and metrics to
effectively monitor and measure customer experi-
ence. By proactively identifying inefficiencies and
adapting to evolving customer needs, businesses
can reduce the risks of offering products or
services that lack value, ultimately ensuring they
remain competitive and customer centric.
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LOGIC Operational Excellence — using a Six Sigma
methodology - DMAIC Framework provides a
systematic approach to process optimization. It
guides organizations through each phase, from
clearly defining and measuring issues, to
analyzing root causes, implementing
improvements, and maintaining sustained
control. This structured framework ensures not
only the fine-tuning of processes but also
alignment with the overarching goal of delivering
the highest value to customers, driving long-term
satisfaction and business success.
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This phase focuses on thoroughly understanding the customer journey by
identifying key touchpoints and their corresponding requirements. It aims to
align internal processes with customer expectations, establish key perfor-
mance metrics, and track variations impacting customer needs. Furthermore,
the phase defines stakeholder roles and responsibilities, ensuring their contri-
butions enhance process efficiency and overall success.

This phase focuses on analyzing data to assess process performance, establish
benchmarks, and evaluate efficiency, quality, and customer satisfaction. It also
identifies process inefficiencies, automation compliance, and decision path-
ways impacting the customer journey, while documenting potential risks for
future evaluation and optimization.

This phase focuses on identifying the root causes of inefficiencies and perfor-
mance gaps by analyzing data, workflows, and metrics. It helps prioritize solu-
tions that improve performance, reduce costs, and enhance customer satis-
faction. The phase also examines critical metrics to identify waste related to
quality, cost, and schedule, converting these into monetary values for action-

able insights to drive cost reduction and minimize errors.

This phase aims to refine operations by improving productivity, streamlining
workflows, and ensuring alignment with organizational goals. It focuses on
addressing root causes and applying innovative solutions for long-term
success. Additionally, risks and failure modes are assessed, with high-risk
activities evaluated for severity, likelihood, and detection, allowing for targeted
mitigation strategies to enhance operational resilience.

This phase establishes performance monitoring mechanisms to track prog-
ress, reinforce accountability, and ensure processes remain aligned with
organizational objectives. Continuous evaluation enables early identification
of potential issues, allowing for proactive adjustments. By maintaining strict
oversight and regularly reviewing key metrics, businesses can sustain
improvements, mitigate risks, and drive long-term success.



For this framework to succeed and drive continuous
improvement, Operational Excellence (OE) methodologies
must be integrated into the company’s strategic objectives.
Aligning these methodologies with operational goals and
key performance indicators (KPIs) ensures that efficiency,
innovation, and process optimization become ingrained in
the company’s culture and long-term vision.

To drive sustainable operational excellence, it is essential to
ensure that the company's strategy aligns with OE principles
and integrates OE objectives at every level.

A well-structured balanced scorecard can effectively
incorporate OE objectives, particularly within its internal
processes section.

Empowering employees through clear roles and
responsibilities, while building a performance-based culture.

Establishing KPIs and implementing a robust performance
management system ensures accountability, tracks
progress and drives continuous improvement across the
organization.

Ensuring the organization is well governed and controlled to
support operational excellence by ensuring compliance,
accountability, and alignment with strategic goals.

Internal audits play a crucial role in ensuring compliance to
established policies and procedures.
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