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Abstract:

This study provides a model for a proposed framework that
integrates the balanced Scorecard with the Lean Six Sigma to Contain
the Customer Expectation Gap for supporting the Competitive
Advantage, to help enterprises not only to survive but also to compete
in a competitive business environment. The researcher performed a
field study to test hypotheses statistically, and test the efficiency and
effectiveness of the measurements used within the framework, and
the efficiency and effectiveness of the application of the proposed
framework in industrial companies. This study found several results,
including the importance of the learning and growth perspective, and
its impact as a performance driver deserves more attention from
enterprises seeking excellence, as it drives them to achieve
competitive advantage. This study also provided a new method of
viewing and analyzing literature review used recently in accounting
researches which is called content analysis, furthermore this study
presented the role of Strategy maps and Balanced scorecard in
achieving strategic alignment (SA), which in turn leads enterprise to
a achieve competitive advantage. It also provided accounting
indicators related to the Lean six sigma balanced scorecard
methodology to measure the operational and strategic performance to
reflect the extent of progress towards achieving the desired goals, and
presented the benefits resulting from the application of (LSSBS), It
also provided an accounting program that provides accounting
information and reports that help decision-makers to make rational
decisions under the application of the (LSSBS) methodology.

Key Words: Customer Expectation Gap, Competitive Advantage,

Content Analysis, Lean Six Sigma Balanced
Scorecard.
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Lean Six Sigma: yesterday, today and tomorrow

12ty casll ¢aa¥) 128 (e AR Lass dis Sangie

Olgad)

o cign U (LSS) Lt danll clalail) e esuall Jadis
b Slaliay) oda Jialy il (aad olad) cilalaa)
ST gaveal danll o WS lgy adasi pall dondlil) dagaially ddgal)
Jolil e LaaVl Jealsil) adlgn aladin) Jie 5agal) et olas Lojs
Babys daodl) ol iiall dediall slisall eldf Caeia Jla eV
Loall Glalady) Jiasy cloglaall Laslei€s aladiu) e 553l
Basag daudlis agiia (g lgr hadiy Loy dalgall (3 (LSS) dmgid
el dualgill Jiluy Operdivn oSleall maal Cus L1 dlle

Calaal)

(PRINT): ISSN 3009-6308 ey (ONLINE): ISSN 3009-7738




Yo¥0 gadgd - AL dall . LAY et

Jles ¥ Sy Ao

asiul Glai sty asall giwe olis Lt Clide sl
Sl go dabailly oSl S ety Ciloghedl Laglsis
dAaaldaill g Bageall JSLEW e €0y «(Big Data deal)
Lliieally Adlally daludl Clalaty) e dale daad duhyall Cuadd LS
da olo Jort dngiosy g oo dandlinlS (LSS)  dmgid
leaas oo hill pan ¢ Leliall dleladll aual EOISL

Linndas

. (LSS)dmgial dunall cilaladVl gall 4y o <l yaxiall
LAl bl aladiad o3y cdfiadlly daleall Clyad) xaead S
- Limll aang
e LI ZY) Ay dagie fiagie (e ST (LSS) dingia
Giuse e Adlad Cilagiall ST Ly (SS) dungias (LM) L)
sl e i gl
skilly sall 8 jaicdin (LSS) dangiall el oy
s Langie ped o S50 8 A0 Auall e dud)l sda 4)lim -
- i alaall
i) Cpeail) ga slaiall 258 dungiaS S8 (e AAY Leases )
Aldiaaly dplaly W) Gl gae Jde dual o
Jand Ldlad) Ayl Wi ((LSS)alall (pe A0 Lenses Fis dangial
Y|

Ciladgi 3ad elgial Jal (e (LSS) dingie e (BSC) JalSs e
Aedlitl) Bl pe ] Slaal

(Chugani, et al.

» 2017) 4

Investigating the green impact of Lean, Six Sigma and

Lean Six Sigma: A systematic literature review

o AR L) Ry dmgie Guls shs oY) Bl ol

Olsinl

(PRINT): ISSN 3009-6308 €1t (ONLINE): ISSN 3009-7738




Yo¥0 gadgd - AL dall . LAY et

Jlae¥ Sy done

Z W) Ly Lagie Jie 5asad) Cend @lgdly cullad g la) il ddjea
B Lagiay (SS)lennw Liw dngiag (LM) 8l (0 A
environmental il ¢13Y) Ae(LSS) S8l (e LA Lanse

.sustainability

alaay)

A(LSS) Bl (ye AN Lonas Finw Fingia s JHimnall sisal)

Al AnaY) 3 il il sl il el

sl A 1T il 3 gsiiall a1 AIS dnnlye DA e Gl
Vo oo duall cuigSis dbadnl) ldaalls sasald) 8)lal daleie dlae
Alie

ailiy A oo ki (LSS) dmgia o aan A alawdl of
G 5V agall ulear AEY) e oSan LS Addl aclsall,
Y ddgeds ddad S Cladliul delia o cliid) oda selu
Ol 3 336 L (0 Al a0y 535l ) B ks
Apadll) all Lacs ) el

Cangs Allad Lngie o (LSS) Lingie of Y duhall cliags LS
kel e 38Ul aladtiad auii Ml 3sall e Pzl )
el b AslS A

o3 LSS Zingia 550 Hlela] & Ldlal) Aubal) ae Al 038 4lim
Jlee Y cliid L) sl ae s

aglaal)

Ll ¢ (LSS) dumgie aki v Al 2l o duhall @S,
Bl acal Dlaall Ciladsi goad elgial o Jaas AT Al

Aall)

Y|

(Lili, 2016) &)

Implementing Six Sigma Techniques in Accounting Olgind)
Information  Quality Management for China’s
£10

(PRINT): ISSN 3009-6308

(ONLINE): ISSN 3009-7738




Yo¥0 gadgd - AL dall . LAY et

Jlae¥ Sy done

Securities Companies

Aol Glagleall 839 Ba) 8 Loase o cullal Gubs
Lonal) Al 5l)6Y1 @lS,al

zll e lase ey DMAIC Liagie Gulsi di)sl) sda (e

i calaaY)
oial) Ll (33 lSyal Lnalaal) cilasledll
Cl yariall
Apsaslad) Sloglaall 835 taalill uaial
LW B! G | Gulall dea
duall aasg
(Jaad) &l o S5 o g cladlal) of ) bl s
- i)
outaly sy S ¢ pannsall sl solely =
S ) gl A Al s duball ol alim sl
g Akl dgall o laaa Lin Luagial ’
Lol lastea) 835a @y} Luslad) alodl 3 Lanses B ks
Shaal) Ciladgs sgad elgia) Ao Joxd Al Lyl Loty (dadial) Ay

Al Saall acal

(Lameijer, et al.

, 2016)ul

Inter—industry generic Lean Six Sigma project

definitions Olgiall
LN e A e A dngial (age tdeliwall JAa o

Lo Lagiad Joatll up Al clasdl dagaa il toalaally acldll yd g i)
(LSS) Bl (e Al Lasws

-(LSS)dingia r il juidl &) parial)

(PRINT): ISSN 3009-6308 £11

(ONLINE): ISSN 3009-7738




Yo¥0 gadgd - AL dall . LAY et

Jles ¥ Sy Ao

S Allad g 48 hsally Ao pully Basall 1l yusial

lgie Baaxie ¥l 4 dcliall clisdl o FIY e gubill &
Gy cadlilly gl el amy dabally del)
ailggs U (po AMAY Lonsus Aius dngial Aadaall (il oLyl

3l e DAY Leasee T ingie zlad (g 2a3 Jalge A llia
Oo LAY Lanses B Lngie Jh b el ol aans digea o
Bagall daloe auily (el LI Genladll e 550, a8l
CalaaY Ll ilgll axe 1sly ((CTQ) Juenll 5l dgay (e eI

L) dpal i) alaal o (LSS) dingie

Al Al e SSEN 6 Al Auball g duball el alim
Balys Al (med Caagiad AWl bl o) Gus il Basas

el Baga

alaal)

LS ¢(LSS) dumgie zlad e 385 ) delgall a3 e cilee
LA Laaows B oagial agaasil fgalially aelgill jidsn o cilae
anll Cilalgi Byad elgia) o Jand L) 2ol W casldl) o

Al Baall peal

Y|

(Lande, et al., 2016 ) 42

Critical success factors for Lean Six Sigma in SMEs
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organizations more efficient and effective?
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Sigma: An Iron Ores Industry Case Application
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Lean Six Sigma implementation in East Africa: findings
from a pilot study
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