
EFFECT OF 3-SIGMA AND SIX SIGMA IN BANKING SECTOR : A CASE
STUDY

V. S. Athawar
Department of Statistics, G. S. College, Khamgaon - 444 312, India.

E-mail : vsathawar1971@gmail.com

Abstract : Six Sigma is a powerful business strategy, which has been used in service sector for quality improvement. This
gives a well structured continuous improvement process to rule out or to eliminate error or variation by using the statistical
tools and techniques. In this case study to determine the process standard deviation fix (TL) and process Capability (Cp)
apply the value of 66 in the control limits to get control limit based on Six Sigma for X-bar and R chart. l6Value can be obtained
using p(z  z6) = 1 – 1, 1 = 3.4 × 10–6 and Z is standard normal variate. For specified TL and Cp the value of 66 is calculated
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TC  for values for TL and Cp, which expresses the effect of 3-sigma & Six sigma.
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1. Introduction
Over past two decades have been observed that

Six Sigma has been incorporated in industrial organization
to enhance the competitiveness. In 1980’s there are
many successful evidence of Motorola, GE and Allied
Signal, which are related to manufacturing sector to
get the expected benefits in the financial sector. But
service sectors are lacking behind in applying and
realizing the benefits of Six Sigma. Different types of
guideline can be applied to various types of services.
According to Dhakshayani Kumar (2014) the main
objective of this research is to help to widen the scope
of Six Sigma in service sector particularly in banking
sector. The main approach of Six Sigma is to improve
the capability of business process and reducing or
eliminating the process variation by using some statistical
tools and technique. To meet the customer expectation
Citibank is the first bank in the banking sector which
has implemented Six Sigma. Some of the Indian Private
banks ICICI, HDFC, New York life are using Six Sigma
and some Nationalized Indian banks are using partially.
Through empirical case study, 3-sigma and Six Sigma
comparison can make the point clear whether to
implement or not.
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2. Review of Literature
In every field, it is necessary to make efforts for

continuous improvement and enhancing the
performance of the process to meet the customer
satisfaction. The quality management technique in flow
for many years including Statistical Quality control, zero
defects [Sharma and Chowhan (2013)]. While, Six
Sigma is one of the recent quality improvement process
to gain popularity and acceptance in Industries and
many other sectors, out of which one is service sector.
It is a technique to reduce waste due to the process
inefficiency in different sectors quality improvement in
product and service quality. The word sigma is the
Greek letter, which shows standard deviation. It also
describes dispersion of the sample data from the position
of mean [Sharma et al. (2013)]. It is used to describe
variability, where a classical measurement unit
consideration of the program is defect per unit. A Sigma
quality offers an indicator of how often defects are
likeli to occur, where a higher Sigma quality indicates a
reduction in the defects. As in Six Sigma, quality level
is said to equal to 3 or 4 defects per million opportunities.
In mid 1980s, a company Motorola, which has created


