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TURKCE OZET

Alt1 Sigma Metodolojisi ile Siireg Iyilestirme ve Hizmet Sektoriinde Bir Uygulama

Zekeriya Sonmez

Yatay ve dikey orgiitlenmenin unsurlarini biinyesinde barindiran siire¢ yonetimi ve siireg
iyilestirmesi konusunda detayli bilgilendirmeler yapilan bu tez ¢alismasinda, siireg iyilestirme
metodolojileri derinlemesine analiz edilmistir.

Istatistiksel araclarin profesyonelce kullanimimi gerektiren bir siireg iyilestirme metodolojisi
olan 6 Sigma kullanilarak 6rnek bir iyilestirme projesi uygulanmistir. Proje Istanbul Kalkinma
Ajansinda yapilan yatinm tesvik belgelerinin diizenlenmesinde gergeklesen siireglerin
iyilestirilmesini hedeflemektedir.

Yapilan hatalarin azaltilmas: amaglanarak 6 Sigmaya iliskin gerekli tanimlamalar yapilmus, veri
toplanmasi, 6l¢iim, analiz, iyilestirme ve kontrol asamalar: uygulanmastir.

Proje sonunda hedef ve sonuglar karsilastirilmis, proje sirecinde ortaya ¢ikan problemlere iliskin
Oneriler getirilmis ve Kamu Kurumlarinda iyilestirme projesi yapilirken kullanilabilecek ének bir

uygulama gelistirilmistir.
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ABSTRACT
Process Improvement via Six Sigma Methodology and An Application on Service Sector
Zekeriya Sonmez

In this thesis, detailed information is given about process management and process improvement
which encompanses elements of horizontal and vertical organizational set up; process improvement
methodologies are analyzed in deepth.

A pilot process improvement project is undertaken by using 6 Sigma, a process improvement
methodolgy which requires professional use of statistical tools. The project aimed at enhancing process
undertaken in issuing investment incentive certificates at Istanbul Development Agency.

In order to reduce failures, necessary definitions in relation to 6 Sigma are made; data collection and
measuring, analyses, improvement and control stages are undertaken.

At the end of the project, goals and results are compared, proposals are put forward for problems

arising during the project. Thus, a model application that can be used in implementing improvement
projects in public institutions is developed.



