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Application of Quality Management

In Telecommunication Service Industry

( A Case of Applying Six Sigma in KT )
KEE-CHUL LEE, TAE-SOEK RO (KT)

Abstract

It is generally thought that the quality manage-
ment and the six sigma management innovation o et 2L 55 5L 7t Yk
are not applicable to service industry, which

might be derived from some differences between
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service and manufacturing industries. However,
both are substantially alike in some intrinsic
attributes. 2% W 2 JHRE A4 R o) 4geE WtE
KT is leading the quality management and the )25ty slA g AUl 28 AFee 3Abe AALel
six sigma innovation activities in service industry, =

especially among telecommunication companies in

Korea. Six sigma management innovation has

been fostered in KT within short period of time gotE Auze] o }FFE metaty] sttt Al
and played an important role in helping KT pri- 07 o)4e] WA E ol Fo|A oo BA
vatized successfully. The successful cases of six =z gag P2+ @y

sigma innovation activities in KT could be in-
troduced to other Korean companies in service
. A

industry. T 3T

Key words : KT, Quality Management, Six sig-

ma, Telecommunication, Marketing, Innovation,
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