
SIX SIGMA METHOD – IMPORTANT COMPONENT OF SUSTAINABILITY. APPLIED RESEARCH AND INDUSTRY AND SERVICES CONTRIBUTIONS: IMPACT ANALYSIS AND CONNECTIONS BETWEEN EMPLOYEE SATISFACTION AND CUSTOMER SATISFACTION
ABSTRACT
The philosophy of any client-centered company should be the client first of all. This strategy should be based on the continuous improvement of both the products and services that the firm offers on the market regardless of the sector in which it operates. 

The idea of creating such an indicator was based on one of the lessons of economy, Economic utility. When I’ve presented this concept to students we was talking about measuring utility, which is actually the satisfaction of the client. The utility to be measured has been introduced the concept of utility units, which is only a theoretical concept. This is why the idea of creating an indicator that combines both customer satisfaction and the classic economic efficiency indicators was created.
The subject of current research is the problem of increasing customer dissatisfaction as a result of interactions with company representatives, which has direct consequences in terms of decreasing customer numbers and thus reducing company performance. The causes of these results, at firm level, result from the lack of continuous training of employees, stagnation in the training process and thus limited to routine work within the company.
The issue addressed during doctoral research is topical because, at national and international level, companies are constantly identifying new ways of sustainable business growth and dislocation.

References to the Six Sigma method — concepts and theoretical and practical/applied developments are included in Chapter 1, with conceptual developments of the Six Sigma and Lean Six Sigma methods, their adaptations and particularities, as well as comparative analysis between them. The chapter also contains aspects relating to the tertiary sector, with a presentation of specificities, both at national and european level.
Any business can be improved as long as there is openness to innovation and development. Six Sigma was invented in the ’80 by a Motorola engineer, Bill Smith. It identified a correlation between product complexity, process capability, and system failure.
This method is a way of solving problems, and in literature it is claimed that it would be the most effective way of improving a business. 
We can say that the Six Sigma method aims to create satisfaction for the customer and more than that it seeks to gain loyalty. The method can be applied in any type of organization. 
The way that Six Sigma identifies problems is called DMAIC: Defines, measures, analyzes, implements and controls. 
Six Sigma performance is the statistical term for a process that produces 3 or 4 defects out of a million possible defects.
 Using this method aims to improve performance, starting from the highest possible low-cost revenues that are targeted by any organization and continuing to increase customer satisfaction. Moreover, the aim is to minimize defects.
We can say that Six Sigma minimizes errors and maximizes value. In any business, one of the main goals is to reduce costs.
Lean Six Sigma is a concept introduced by Michael George in 2002 in the Lean Six Sigma book. It is a concept of process change and improvement, elimination and reduction of process variation. Its introduction led to a decrease in cost and increased profitability. Changing a process, almost always, requires a change in WHAT people are doing and HOW it is done. Note that all this process involves people/employees/etc.
Although the pro-argument for the effectiveness of these methods are so many, there are also opinions that these methods, Six Sigma and Lean Six Sigma, ignore the human factor.
Lean Six Sigma is a technique that improves productivity and increases value, improving both customer satisfaction, price level, quality and other important aspects.

In Chapter 2 Customer satisfaction the basic element of a company’s growth and development is presented the concept of customer satisfaction as a basic element of business development. The balance between customer satisfaction and employee efficiency is analyzed, concepts that have been the basis of the applied research in the thesis. This chapter also describes the System for assessing employee performance according to customer satisfaction, how to apply, and components. This concept, self-building, has been the basis of the applied research in Chapter 5, highlighting the need for innovative market elements linking economic indicators and customer opinions, because the satisfaction of the customer should be paramount as a basis for doing business.
The idea of this indicator, is to create a system in which every employee becomes responsible for his or her actions.
The formula for calculating the indicator shall take the form of:
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The main aim of entrepreneurs should not be just to gain profits, but they should understand that sustainable economic activity requires more than that.
With this sentence I propose together with the Spc indicator an innovative method, the ITA method, both of which are component parts of the SIM program. This method involves training, testing and applying the knowledge accumulated by employees as a result of the continuous training process undertaken.
The proposed method is based on management functions. For the first time in 1916 Henry Fayol formulates functions as essential attributes of the management activity: provision, organization, order, coordination and control.
It is important that the objectives of the organization are compatible with individual objectives. This requires the manager, before starting an action, to clearly set, understand and present goals.
The main objective of the ITA method can be considered to increase and develop economic activity. Several objectives have been put into operation for this purpose.
The first component of the ITA method is the training function. In literature this element is also known as training. This training allows the person to find solutions to their activities and to change them deliberately.
The training of employees in doctoral research was done both through presentations and through seminars. In this training, traditional devices were used to transmit information as efficiently as possible, such as worksheets, PPT presentations, laptop, and devices such as virtual reality glasses VR-BOX v 2.0.
The second element of the ITA method is testing. The activities that employees perform should resolve issues. To see the readiness of employees to resolve a problem, a test is required. This involves assessing employees, i.e. measuring and assessing the effects of training. In other words, it can be seen at the test stage whether the employee is suitable for the position in the firm.
Employee testing shows the amount of knowledge employees have after a training period. The test phase involves performing tests that can be resolved both physically and online. After this testing stage, free discussions take place with each test participant, which will give employees feedback.
In Chapter 3, The assessment of customer satisfaction integral part of quality management-the proposal of a new indicator is presented the customer satisfaction as part of the Spc indicator, as well as the communication process and its effect on the customer relations. 
Many companies believe that a low rate of complaints received ensures a high degree of customer satisfaction, which is a misperception. At management level, it is often avoided to use the term complaint.
In a market economy where the customer sometimes becomes overloaded with offers on the market, the ability to keep the customer has returned to the attention of many expert analyzes. Businesses continue to seek sustainable economic growth in sales and profits, strengthening relationships with current customers through an expansion of customer loyalty.
Customer complaints are nothing more than an expression of grievances, which can be expressed both orally and in writing. These claims can be individual or collective (e.g. in the case of pollution). Complaints may be addressed directly to the firm concerned, or may sometimes be addressed indirectly to the company through an institution specializing in such proceedings. Consumers use these claims to obtain compensation.
The fact that EWOM as an electronic form of oral communication implies interacting. In most cases, in written words it is questionable why it is not related to written communication or more specifically to written electronic communication. The written communication shall use the word in writing. When the customer uses this mode of communication, he/she basically transmits the information in electronic form, which is often translated into written messages in the form of feedback. Secondly, firms make available to their clients these methods of expressing feedback both in the case of purchases and in the expression of a future purchase through open chats on the firm's website, and in these cases the method used is the written method.
In conclusion, I believe that this form of written electronic communication would be more appropriate in the form of EWOH (Electronic Word Of Hand).
In Chapter 4, Six Sigma an important element in the sustainability of performance in industry, applied/empirical research, it is presented how the Six Sigma method is a model of sustainable growth of economic performance at company level. The Six Sigma method is the concept that formed the Spc indicator used in Chapter 5.
The Six Sigma method has been implemented in the market within companies without realizing it. In Chapter 4, such a case is considered where a food business has developed a model for increasing economic sustainability by introducing an innovative element into the market, which has increased both in profit and cost reduction.
In Chapter 5, Conceptual contributions on solutions to improve economic performance in industry by implementing the Spc indicator with the help of Augmentated reality technology, AR technology is presented as a learning-adaptation method for industry and services. This chapter contains aspects on how to apply AR technology in order to improve the implementation of the SPC indicator in other sectors as well. In Part two of the chapter, the analysis and the sting of research results are presented, using as the basic analytical-diagnostic method. In this chapter, the development and completion of the SIM program was carried out, the SIAR program was proposed at the end, highlighting the importance of innovation in the business activity on the market.
The research shall end with the conclusions of the applied research carried out, the personal contributions shall be specified and future research directions shall be specified.
The research also contains annexs which provide detailed information on the calculation, measurements and simulations carried out using the Spc indicator.
In future, I would like to carry out research at international level to see the applicability of this indicator in other countries, where the perception of employees toward customers is different. It would also be interesting to compare the application of the Spc indicator to a romanian firm and a foreign firm.


