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DMAIC Approach to Process 
Streamlining
1. Definethe processboundaries, clarify  

objectivesand state the processsteps required

2.Measure all processstepsand gather  

relevant information

3. Analyse to identifyValue-adding and Non-

value adding activities

4. Improvethe processand Control



1. Define the Process

Document the Process

A process is a sequence of functions that transforms inputs 
into outputs for a purpose. Thus, a process is defined by its 

functions.

Input Output

Process

Policy development 

Assessment 

Customer Service

Order Fulfilment 

Application Procedure

Trigger Value -Added

Customer

Module 1: Streamlining Processes



Why Map the Process?

• Creates a common 
understanding of the process

• Clarifies steps in the process.

⚫ Helps uncover problems and 

identify improvement 

opportunities in the process 
(complexity, waste, delays, 

inefficiencies and bottlenecks).



S I P O C



SIPOC
⚫A detailed mapping of a process that helps to:

o identify suppliers of inputs used and 

customers of outputs produced

o define project boundaries (starting and ending 

points);

o describe where to observe and collect data;

o ensure that correct and material information is 

collected from the customers
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The Process Approach



E T X

Entry Control Task Control Exit Control

The Model for Control

“ Do not Accept DEFECT; Do not Produce DEFECT; Do not Pass on DEFECT”



Defining the Process

1.Name the process
2.Define the Objective/sof the process
3.State the start and the end of the 

process
4. Enumerate the processsteps
o where there isa ‘hand off”, it’s a 

processstep

5.Define the inputsand sources
of inputs foreach processstep

6.Define outputs and customers
7.Define the controls for the input,  

processsteps and the output

Note:
Clarify objectivesof the process improvement (e.g. reduce waste or reduce 
cycle time)



Necessary Information for Process 
Mapping

We need to understand the following to prepare  
process map:

1. RESPONSIBILITIES: The key responsibilities of the
process area

2. ACTIVITIES:The key activities of the process area

3. INPUTS: The main sources of data input for each activity



Necessary Information for Process 
Mapping

We need to understand the following to prepare  
process map:

4. OUTPUTS: The key deliverables of each activity

5. CUSTOMERS: The recipientsof the outputsof each 
activity (internal or external)

6. PERFORMANCE INDICATORS:The key performance  
indicators, eg. Cycle time of the process



Defining the Process… further tips

⚫process ownerforeach process step

⚫customer( Internalor external)

⚫supplier ( internalor external)

⚫Customerscan be sameas the supplier

⚫Performance measuresapplied



Four Mapping Perspectives

Flowcharts can map four different perspectives 

on a process:

⚫What you think the process is.

⚫What the process really is – “ as is”

⚫What the process could be.

⚫What the process should be.



SIPOC



Example 1 : High Level Generic SIPOC



Example 2: High Level Generic SIPOC



Example 3: Low Level Generic SIPOC

• Connotes Control of Inputs, Activityand Outputs



Example 3: Low Level Generic SIPOC

• Connotes Control of Inputs, Activityand Outputs



Let’s try it!

1. Hard boiled egg
2. Sunny side up

Make a Quality Control Plan for the process 
of preparing/cooking the following:

3. Scrambled egg
4. Omelet

Source Inputs Activity Outputs Customer Controls Responsibilitie

of (Information, (Main and Sub- (Title of (Recipient of (Input, s

Inputs
(Position 

Title, Office

Documents,

Materials,  

etc)

activities,

Process Steps)

Documents,

Service, 

Products)

outputs) Process and

Output 

Controls)

(Position Title/ Office 

Name performing the 

activity)

Name

providing 

the inputs)

1. Activity

2. Activity



WORKSHOP 1/1a
Define the Process

Objective:
To understand in order to Define the
current process

Instructions:
1. Document the “as-is” process
2. Define your  High Level: 

Generic SIPOC
3. Using the Output in item#2, define 

your Low Level: Detailed SIPOC

4. Present your outputs.

Duration: 1 hour



WORKSHOP 1
Define the Process ( High Level Generic SIPOC  Template )

PROCESS :

Objective/s:

_______________________

_______________________

Start : _______________________ End: _________________________

Suppliers Inputs Process Outputs Customers

Process Steps



WORKSHOP 1a  
Define the Process ( Low Level Detailed SIPOC  Template )

PROCESS :

Objective/s:

_______________________

_______________________

Start : _______________________ End: _________________________

High Level 
Process Steps

Source of Inputs 
(Position title, 
Office Name 
providing the 
inputs)

Inputs
(Information, 
Documents, 
Materials, etc.)

• Control

Low Level 
Process Steps
(Main and Sub-
activities, 
Process Steps)

• Control

Outputs
(Title of 
documents, 
Service, 
Products)

• Control

Customer
(Recipient of 
Outputs)

Responsibilities
(Position title/ 
office Name 
performing the 
activity)

• Connotes control (CT, number of copies, signature affixed, etc.)



Standardized work means that the organization has
identified, at its time of writing, the most efficient and
effective method which is to be followed by all
employees tasked of doing the work to accomplish its
objective reflected in itsdocumented information:

⚫Workprocedures
⚫Set of Instructions
⚫Work instructions
⚫StandardOperating Procedures, etc

“ No process improvement can take place until the process is 
firststandardized “

Standardized Work



Some things to note
⚫Some processes are created tocompensate for human

errors

⚫Processes evolve and create more waste

⚫Some processes or steps evolve through new 
technologies, politics, war, crimerate, terrorists, socio-
economic conditions, diseases (which may no longer 
exist)

⚫Some processes can be eliminated by technology and
innovation but remain as legal requirements

⚫We can benchmark similarprocesses from different
agencies (not necessarily the same service)



Standardized Work

Frederick Winslow Taylor 
father of Scientific management

Frank and Lillian Gilbreth
Inventor of GE Kitchen Appliances

Ray Kroc

Proponentsof standardized work

Standardized work leads tostreamlined  
process. “No Standard, No Improvement”

THANK YOU!


