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What is DMAIC and Why It Matters

Define

Clarify the problem and set project goals

Measure

Collect data to understand current performance

Analyze

Identify root causes of defects

Improve

Develop and implement solutions

Control

Sustain improvements over time

This data-driven, structured approach solves problems and 
improves processes across manufacturing, healthcare, finance, 
and service industries worldwide.



Define 4 Setting the Stage 
for Success

Identify the Problem Clearly
Create a specific, measurable problem statement that focuses your 
improvement efforts

Set Measurable Goals
Establish concrete targets with deadlines to track progress and 
success

Real Example
Problem: Reduce late payment rate from 30% to 15% within 3 months 
to improve cash flow



Essential Tools for Define Phase

Project Charter
A foundational document that 
outlines project scope, goals, 
timeline, team roles, and 
expected deliverables. Sets clear 
boundaries and expectations.

SIPOC Diagram
Maps the high-level process by 
identifying Suppliers, Inputs, 
Process steps, Outputs, and 
Customers. Provides process 
overview at 30,000-foot level.

Stakeholder Analysis
Identifies key players, their 
influence, and impact on the 
project. Helps navigate 
organizational dynamics and 
secure necessary support.



Measure 4 Quantifying the Current State

Collect accurate data to establish baseline performance and understand the 
extent of the problem. Without solid measurement, improvement efforts lack 
direction.

Continuous Data

Measurable quantities like time, weight, temperature, or cost that can 
take any value within a range

Discrete Data

Countable categories like pass/fail, defective/non-defective, or customer 
satisfaction ratings

Example: Measure average call handling time (continuous) and 
number of successful donations (discrete) to understand current 
performance



Critical Tools for Measure 
Phase
01

Data Collection Plan
Defines exactly what to measure, how 
to collect it, when to gather data, and 
who is responsible. Ensures data 
quality and consistency.

02

Process Mapping
Creates detailed visual workflow 
showing each step, decision point, 
and data collection opportunity. 
Reveals hidden complexities.

03

Control Charts
Statistical tools that track process performance over time, identifying trends 
and detecting when processes go out of control.



Analyze 4 Finding Root Causes
Transform data into insights by examining patterns, relationships, and underlying causes. Move beyond symptoms to identify what's 
really driving the problem.

1
Examine Data Patterns
Look for trends, outliers, and correlations that reveal process behavior

2
Apply Statistical Analysis
Use hypothesis testing and regression analysis to validate findings

3
Identify Root Causes
Dig deeper than surface symptoms to find fundamental drivers

Real Example: Analysis reveals that fundraising calls are frequently dropped not due to lack of interest, but because the script is 
too complex and confusing for donors to follow.



Powerful Tools for Analyze Phase

Fishbone Diagram

Systematically categorizes potential causes into People, 
Process, Materials, Equipment, Environment, and Methods

Pareto Chart

Applies the 80/20 rule to highlight the vital few causes that 
drive most problems

Hypothesis Testing

Statistically validates which root causes are truly 
significant versus coincidental



Improve 4 Implementing Solutions
Develop creative solutions that address root causes, not just symptoms. Focus on systematic changes that eliminate defects and 
enhance process capability.

Success Story: Simplifying the call script and providing focused staff training increased donation conversion rates by 20% in 
just 6 weeks.

Generate Ideas
Brainstorm multiple solution options

Test Solutions
Pilot improvements on small scale

Measure Results
Quantify improvement impact

Scale Success
Roll out proven solutions



Strategic Tools for Improve 
Phase
1 Brainstorming & Affinity Diagrams

Generate creative solution ideas and organize them into logical 
groupings for evaluation and prioritization

2 Pilot Testing
Trial improvements on a controlled, small scale to validate 
effectiveness before full implementation

3 Failure Mode Analysis (FMEA)
Anticipate potential risks and failure points in proposed 
solutions to build in preventive measures



Control 4 Sustaining the Gains
The most critical phase that many organizations overlook. Establish monitoring systems and response protocols to prevent 
backsliding and maintain improved performance.

Monitor Continuously

Track key metrics to detect performance changes early

Document Standards

Create clear procedures and work instructions

Train Teams

Ensure everyone understands new processes

Plan Responses

Define corrective actions for performance drops

Critical Success Factor: Weekly 
reports tracking call success 
rates help prevent performance 
backsliding and maintain donor 
engagement levels.



Essential Tools for Control 
Phase

Control Charts
Ongoing statistical monitoring of 
key process metrics to detect 
when performance shifts outside 
acceptable limits

Updated Documentation
Revise process manuals, work 
instructions, and training 
materials to reflect new 
improved procedures

Response Plans
Pre-defined action steps and escalation procedures when metrics 
indicate performance is declining



Real-World DMAIC Success Story
Nonprofit Fundraising Call Center Transformation

1Define Phase
Goal: Increase donation conversion rate by 15% to 

boost fundraising effectiveness and donor engagement

2 Measure Phase
Data Collected: Call duration, drop rates, conversion 
outcomes, and donor feedback over 3-month baseline 
period3Analyze Phase

Root Causes: Complex script language, poor call timing 
(evenings), and insufficient staff training identified as 

key issues 4 Improve Phase
Solutions: Simplified donation script, optimized call 
schedules for afternoon hours, enhanced staff training 
program5Control Phase

Monitoring: Real-time dashboards track donation rates, 
call quality scores, and donor satisfaction continuously

Results: 22% increase in donation conversion rate, 35% reduction in call abandonment, and 18% improvement in donor 
satisfaction scores.



Key Takeaways for DMAIC Success

1

Crystal Clear Problem 
Definition
Specific, measurable problem 
statements drive focused efforts and 
prevent scope creep that dilutes 
results

2

Quality Data Foundation
Accurate, comprehensive data 
collection forms the bedrock for 
reliable analysis and effective 
decision-making

3

Deep Root Cause Analysis
Thorough investigation prevents 
superficial band-aid fixes and ensures 
sustainable long-term improvements

4

Rigorous Solution Testing
Pilot testing and validation ensure improvements deliver 
expected results before full-scale implementation

5

Robust Control Systems
Monitoring and response mechanisms lock in gains and 
prevent regression to previous performance levels



Ready to 
Apply DMAIC?
Your Roadmap
Use this pocket guide as your 
step-by-step roadmap for 
achieving process excellence 
and breakthrough results

Data-Driven Decisions
Embrace the power of data-
driven decision making and 
evidence-based continuous 
improvement

Transform Projects
Apply DMAIC's proven methodology to transform your most challenging 
projects into success stories

Visit MSI & SSCE for certification & training options

"Excellence is not a destination; it is a 
continuous journey that never ends." - Brian 
Tracy
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