
Using Lean-Six Sigma Philosophy to Enhance Revenues and Improve
Customer Satisfaction: Case Studies from Leading Telecommunications

Service Providers in India
Authors : Senthil Kumar Anantharaman
Abstract : Providing telecommunications based network services in developing countries like India which has a population of
1.5 billion people, so that these services reach every individual, is one of the greatest challenges the country has been facing in
its journey towards economic growth and development. With growing number of telecommunications service providers in the
country, a constant challenge that has been faced by these providers is in providing not only quality but also delightful
customer experience while  simultaneously  generating enhanced revenues and profits.  Thus,  the role  played by process
improvement  methodologies  like  Six  Sigma  cannot  be  undermined  and  specifically  in  telecom  service  provider  based
operations,  it  has  provided  substantial  benefits.  Therefore,  it  advantages  are  quite  comparable  to  its  applications  and
advantages in other sectors like manufacturing, financial services, information technology-based services and Healthcare
services. One of the key reasons that this methodology has been able to reap great benefits in telecommunications sector is
that  this  methodology has  been combined with  many of  its  competing process  improvement  techniques  like  Theory  of
Constraints, Lean and Kaizen to give the maximum benefit to the service providers thereby creating a winning combination of
organized  process  improvement  methods  for  operational  excellence  thereby  leading  to  business  excellence.  This  paper
discusses  about  some  of  the  key  projects  and  areas  in  the  end  to  end  ‘Quote  to  Cash’  process  at  big  three  Indian
telecommunication companies that have been highly assisted by applying Six Sigma along with other process improvement
techniques. While the telecommunication companies which we have considered, is primarily in India and run by both private
operators and government based setups, the methodology can be applied equally well in any other part of developing countries
around the world having similar context. This study also compares the enhanced revenues that can arise out of appropriate
opportunities in emerging market scenarios, that Six Sigma as a philosophy and methodology can provide if applied with vigour
and robustness. Finally, the paper also comes out with a winning framework in combining Six Sigma methodology with Kaizen,
Lean and Theory of Constraints that will enhance both the top-line as well as the bottom-line while providing the customers a
delightful experience.
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