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Introduction: Little did I wonder if lean six sigma has any scope in the government 
functioning? As the Independence Day was approaching, my thoughts were related,  to   a drive 
for lean six sigma for a better functioning of the government and the 
companies under it.  I was dreaming on how the Indian government would 
incorporate a lean six sigma approach by 2020…… 

 Dreams…………… 

Well it’s a great moment to cherish for the Young Change India party (YCI) which  won the 
recent general elections  2020 for the second consecutive time. The party is making news not 

only for  winning the election, but alsofor creating hype about the new ministry  to be added 
to the existing list.  

Well, is the government trying to explore yet another area for corruption? What is this 
ministry all about? Why is the government so silent in telling us about the new ministry? 

Mr Iyer is even wondering if this is a new ministry or  an apex body. The sources from the 
YCI party say this would be a positive change in the political system. 

This is what Mr Indian; newly appointed Prime minister had to say about the new Ministry. “At 
first, I thank people of the country for voting us to power again. The new ministry is “MINISTRY 
OF PROCESS IMPROVEMENT”. 

I am sure this is going to create havoc in the Indian politics and there will be a large scale 
opposition from  bureaucrats and fellow politicians. People would wonder what this could mean 
to the government. In this regard, I am of the opinion that, if the appointment of Infosys co-
chairman Mr Nandan Nilekani as the chairperson of Unique Identification Authority has created 
a success story way back in 2009, then the new ministry is nothing new. People can now expect 
a positive note in the government functioning. By implementing Six Sigma projects in  public 
sector enterprises, we have seen tremendous improvement which was un-trapped all these 
years. By looking at these success stories within, we felt the need for the Six Sigma in the 
functioning of the Government. People would want to ask, when there is no process in place, 
where is the scope for improvement. This is where we see the scope for Process reengineering. 
Often, we hear that Six Sigma should be driven by top management and that’s the reason why 
we are driving it today to bring in more transparency in all sectors and entire political system. 
This ministry will drive projects across all other ministries and revitalise the sick industries in 
India. We also would ensure that 2/3rd of the YCI party men to be Certified (True certification- 
not Purchased) Six Sigma Black Belts during the tenure of next 5 years………. 

Is this for real? Am I in India? Is this an initiative under the leadership of Mr Indian? 
…Welcome!! This is a much awaited change!! 

 Mom-‘Prabhu, Prabhu wake up! It’s  8.00 AM’.  

 Will there be revolutionary 
change in the way the Indian 
government is functioning?  

15th August 
2009 



Oops! Was it just a dream? Nevertheless it was good. 

Aren’t we all looking for a real change like this one? I hope some party which rules the 
country in future, will bring in this kind of change management.  An apex body to the 
government will not solve this issue because of    politics and corruption.  

Conclusion: Unless this kind of a strong drive and change is inculcated in the current 
bureaucracy, it is hard to see this dream in reality. It has to come from the people who 
experience it day in and day out.  It is very important for government organizations to function 
in a transparent and efficient way as it shows the seriousness and dedication with which the 
company works and portrays a better picture. Implementing Six Sigma in Government will 
surely improve the standard and efficiency of the government activities. Very recently we heard 
that the Indian judiciary will soon adopt  Six Sigma concept to improve its efficiency. I am sure 
this would reduce the cycle time of settlement of cases rather than adjudicating for years.  

Is it too much for us to expect for a new ‘Ministry’ to clear the garbage in the Indian political 
system? Wouldn’t this change/dream come true in the near future for a better India?  

 

A decade later, after the Young change india team won the second term, 

Jai ho! 

But, will lean six sigma really solve all these debate and do better? 

Lean six sigma is a process of reducing waste and cost, increasing speed and thereby increasing 
profits. Lean is the set of tools that assist in the identification and steady elimination of waste. 

 



The main objective of Six Sigma is process improvement and variation reduction, which are 
achieved using two methodologies – DMAIC and DMADV. DMAIC, include five stages – Define, 
Measure, Analyse, Improve and Control. This method is used when a particular product is not up 
to customer expectations or is underperforming in the market. DMADV approach consists of the 
same five stages, but this approach is used when a particular product has to be developed. 

Needs: Now, the below is what we foresee, as requirements to bring in this ‘change’.  

1. Create a strong visionary team: the Government has to focus on efficiency and bring in 
strong leadership who have experienced the six sigma methodology in their blood and 
who could drive for success.   

2. Communicate the goals: If the vision has to be turned into goals, the team has to create 
awareness about the new group by way of manifesto. 

3. Build the trust: Bureaucrats and official should be assured of job security otherwise the 
needed support will not fall in place. To negate this, a strong performance measurement 
system should play a key role for process improvement. 

4. Initiate a long term cultural change: The kind of ‘change’ that we are expecting is 
huge, so it is expected from people, to accept the change which may follow the process 
improvement. Also the definition of Customer’s requirement (Citizens to the 
government) may not be the same, so while dealing with customer satisfaction, not 
everybody can be satisfied though, but, by & large they should serve for better. 

Having said all this, let us see how Lean Six Sigma could be applied in reality to common man 
problem.  

Considering ‘pothole repair’ as the process and defining the delay in pothole repair as the 
problem, we can create a process flow (mapping) for the existing repair process and measure in 
terms of number of day taken to resolve the case.  

Let us take through the methodology ….. 

 



Process- Pothole Repair Service 

Define Phase-Project charter: 

 

Measure Phase-Process Mapping 

 

Data Collection Plan 



Analyse Phase 

 

 
(Note: The data is Fictitious & not to be compared) 

After analysing the data it shows that during monsoon season more complaints are getting 
registered. Also it shows that registering complaint and approval process takes more time.   

The root cause for complaint getting registered late is because a single person handles customer 
complaints and the volumes are high during monsoon and the person assigned is unable to cope 
up with the volume. 

Approval process takes 2.03 days on an average because of  insufficient funds available and a 
longer time to procure funds. 

Improve Phase 

1. Allocate additional resource from order department to handle customer complaints.  

2. Linking funds- All road tax collected in the city limit will directly flow into the 
development of roads account to ease on the approval process. 

3. When the funds are below the limit of 30 lakh in development of roads account an auto 
mail will be  generated to the tax department for further allocation of funds.   



Control Phase 

1. Every complaint will be allotted a case number and real-time information will be 
available for the response department. 

2. Sufficient materials to be procured 2 week s before the monsoon start to avoid delay in 
procurement process. 

3. Patch up work will also be taken for low severity cases. 

4. Every alternate week, staff to  monitor all the roads. 

 

 (Note: Author has not directly referred to any other existing papers/articles while writing this 
paper. If it matches with the views expressed in any existing articles, it is purely coincidental) 
 

 


