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51st GBM: High expectations for productivity ...............................................................................  (Continued from page 1)

During the plenary session, APO Director for Japan Masato Watanabe was 
elected APO Chair for 2009–2010, with APO Director for the Republic of 
Korea Dr. Dong-Kyu Choi and APO Director for Lao PDR Somdy Inmyxai 
assuming the positions of First and Second Vice Chairs, respectively. 

When delivering his report to the meeting on the programs and activities of 
the organization in 2008 (see page 2 for a summary of the Secretary-General’s 
annual report to the GBM), Secretary-General Shigeo Takenaka explained 
the impact of the global financial crisis on the APO and various cost-cutting 
measures that the Secretariat had taken including the voluntary salary return 
by Secretariat staff. The report was well received by the meeting, and it was 
suggested that further reviews to identify more permanent measures to reduce 
expenses be undertaken. 

The Secretariat also briefed the meeting on the follow-up activities to establish 
centers of excellence (COE) in member countries. A COE project on business 
excellence is ready to start with SPRING Singapore as the pilot COE. 

In his closing statement, Secretary-General Takenaka remarked that, “I am 
pleased that this meeting fully supported the new initiatives by the Secre-
tariat.” He noted that, “We could sense that there are high expectations for 
productivity. Everyone agrees that productivity is the basis for a sustainable 

solution. Overall, I am pleased that the demand for productivity improvement 
measures remains high and that member countries value the activities of the 
APO, especially in the present challenging times.”

“This session of the Governing Body has been meaningful as we witnessed 
some more new initiatives by the Secretariat to improve program and adminis-
trative operations,” stated APO Chair Watanabe before declaring the meeting 
closed. “I am sure that the collective wisdom derived from our discussions 
will shed light on new directions for the productivity movement to assist 
member countries in dealing with the crisis speedily.” 

Whi le  in  Colombo, 
delegates visited the 
Sr i  Lanka Nat ional 
Museum, the oldest and 
largest museum in the 
nation. The delegates 
also visited the Ganga-
ram Buddha temple, a 
noted cultural site. 

Malaysia will host the 52nd GBM in 2010. 

Delegates at the Sri Lanka National Museum

Six Sigma Green Belts for the service sector

A ccording to the APO Productivity Databook series, the service sector 
accounts for the largest share of all national economies, independent of 
development stage. Those in the APO region are no exception. However, 

the lack of proper training and quality assurance undermines the development of 
the service sector in APO member countries. Therefore, the APO organized an 
e-learning course on Six Sigma Green Belts to provide insight into service qual-
ity and how the Six Sigma Green Belt approach could improve customer satis-
faction. It was conducted in three phases for 337 participants from 15 countries 
via the Global Development Learning Network of the World Bank. 

“When implementing Six Sigma in the service sector, we first need to understand 
the unique aspects of service processes. Then we need to identify opportunities 
for improvement and put in place effective measures of performance. Only then 
should the Six Sigma project be launched,” said Senior Manager Kabir Ahmad 
Mohd. Jamil, Malaysia Productivity Corporation, who worked as an instructor in 
partnership with Industry Department Program Officer Duangthip Chomprang. 

The f irst two of the 
16 modules identified 
the characteristics of 
quality in the service 
sector from different 
perspectives. Percep-
tions of service quality 
var ied  among par-
ticipants depending on 
their background, but 
were mainly based on 
manufacturing. Group Participants in phase III of the course

work and case studies exam-
ined where service quality 
and Six Sigma intersect with 
regard to process capability, 
value propositioning, busi-
ness process management, 
and quality. 

Best known for its “zero 
defects” goal, the Six Sigma 
approach seeks to optimize 
daily operations through continuous improvements while pursing total customer 
satisfaction. It is characterized by objectivity and its define-measure-analyze-
improve-control cycle. Developed by Motorola in the 1980s, Six Sigma has 
become a major productivity improvement tool in the manufacturing sector. It 
was subsequently introduced by General Electric to improve nonmanufacturing 
processes in the service sector. 

The Green Belt is the introductory level in the Six Sigma discipline. Therefore, 
the course focused on basics such as approaches to productivity improvement, 
quality concepts, and applications in the service sector. The service sector has 
minimal barriers to entry, unlike manufacturing where technology and high capi-
tal investments are prerequisites. The completion of all phases of the e-learning 
course will result in the creation of a pool of Green Belts working in the service 
sector in member countries. From a strategic viewpoint, those human resources 
in the sector are crucial, since they are needed to raise productivity levels and 
service standards in each country, sector, and regionally over the long term in an 
increasingly globalized, service-oriented world economy.

Chomprang explaining service quality


