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Abstract

Impact Critical Success Factorsin the Application of Six Sigma
M ethodology on Customer Satisfaction in the Department of Civil Status

and Passport Department in Amman

By

Wafa Sami Abu- Zaid

Supervised by

Prof. Dr. Mohamed A. Al-Nuiami

This study aimed to examine the impact of critical success factors for the application of
Six Sigma methodology of the organization's strategy, support and commitment of senior
management as well as organizational culture on customer satisfaction represented by the
quality of service and reduction of time to the Civil Status and Passport Department in

Amman.

To achieve the objective of the study, the researcher has designed a questionnaire
included (33) items for the collection of preliminary data from the sample of the study. In
light of this, the data collection and analysis as well as testing of hypotheses have been
made by using the Statistical Package of Social Sciences SPSS. The study sample

consisted of (344) employees from all levels of management.
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Many of the statistical models were used, of which the simple and multiple linear
regression to achieve the objectives of the study. After an analysis of the data and

assumptions, the study reached a number of results, including:

1- The level of the organization's strategy in adopting Six Sigma methodology in terms of

the relative importance is medium.

2- The level of senior management support in the adoption of Six Sigma methodology in

terms of relative importance is high.

3- The level of organizational culture in the adoption of Six Sigma methodology in terms

of the relative importance is medium.

4 - Thelevel of customer satisfaction in terms of the relative importance is high.

5- Each of the organization's strategy, support and commitment of senior management as
well as the organizational culture are critical success factors in the application of Six

Sigma methodology in the Civil Status and Passport Department in Amman.

6- Thereis an impact of statistically significance for the critical success factors in applying
the methodology of Six Sigma of the organization's strategy, support and commitment of
senior management as well as the organizational culture on customer satisfaction of quality
of service and reduction of time to the Civil Status and Passport Department in Amman at

the level of (0.05> a).

7- The Civil Status and Passport Department in Amman is working within the second level
of Sigma for each standard of the organization's strategy, support and commitment of
senior management, organization's culture, customer satisfaction, level of service with

different chances of drawbacks to these standards.
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(3) Gala

Laasuad) (5 giesa g dua s G sala S Gugaal) 2ae

Cpk | s |l o | sse | el
Sgma | csbe 0 Sgma | sl o0
1.042 3.125 52,100 52,100 0 933,200
1.083 3.25 40,100 40,100 0.125 915,450
1.125 3.375 30,400 30,400 0.25 894,400
1.167 35 22,700 22,700 0.375 869,700
1.208 3.625 16,800 16,800 0,5 841,300
1.25 3.75 12,200 12,200 0.625 809,200
1.292 3.875 8,800 8,800 0.75 773,400
1.333 4 6,200 6,200 0.875 734,050
1.375 4.125 4,350 4,350 1 691,500
1.417 4.25 3,000 3,000 1.125 645,650
1.458 4.375 2,050 2,050 1.25 598,700
15 45 1,300 1,300 1.375 549,750
1.542 4.625 900 900 1.5 500,00
1.583 4.75 600 600 1.625 450,250
1.625 4.875 400 400 1.75 401,300
1.667 5 230 230 1.875 354,350
1.708 5.125 180 180 2 308,500
1.75 5.25 130 130 2.125 265,950
1.792 5.375 80 80 2.25 226,600
1.833 55 30 30 2.375 190,800
1.875 5.625 23.4 23.4 25 158,700
1.917 5.75 16.7 16.7 2.625 130,300
7.958 5.875 10.1 10.1 2.75 105,600
2 6 34 34 2.875 84,550
1 3 66,800

(Kumar, Antony& Douglas, 2009) : jia.l
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