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CHAPTER I 

INTRODUCTION 

1.1 Background 

At this time, there is an intense competition in higher education marketplace. 

Community colleges, four-year colleges, universities, and even higher education 

school that offer online distance learning courses are all vying for the same 

students and the revenue they represent. To find success, institutions of higher 

education must demonstrate that they can offer what others can not offer. 

Naturally, providing a quality, affordable education is of the utmost importance to 

students and their families. But universities can also improve their chances of 

attracting students by improving the levels of service they offer which often times 

necessitates improving internal work processes. 

For instance, higher education institutions can become more responsive and 

offer better service to students by providing real time status to application 

acceptance, implementing an automated registration system that enables the 

integration of financial aid to support payment requirements, and integrating a 

system to retrieve and complete forms online. Achieving these objectives is 

challenging, to say the least, and requires a disciplined and organized approach to 

process improvement. With this in mind, many institutions look to implement a 

robust document and content management solution to gain efficiencies, 

effectiveness and improve the handling and processing of information, which 

ultimately reduces time, cost, and labor-intensive paper-based processes. As with 



2 

 

any transformation of work process or implementation of new technology, 

absolutely there is risk. 

To compete with its competitor for recruiting the new students, Brawijaya 

University also implements some methods to achieve its goals. It focuses not only 

in academic development, but also in service and technology development. 

Therefore Brawijaya University provides a service used to obtain information 

easily, called as Biro Administrasi Perencanaan, Kerjasama, dan Sistem 

Informasi (BAPSI). In general BAPSI has the task of providing administrative 

services in planning, information systems and collaboration (Brawijaya, 2010). 

This service is used by all faculties in Brawijya University, no exception for 

economic faculty. 

But, this bureau (BAPSI) is also implemented in several universities in 

Indonesia. Therefore the needs of quality improvement and waste elimination 

encourage Brawijaya University to implement some methods, one of the method 

is called as Lean Six Sigma. This implementation has a purpose to become a 

superior university among other universities not only in Indonesia but also in 

international level as the competitor. Lean Six Sigma is one method of managing 

an organization that was recently developed to meet the global challenges in 

business and industry. Lean Six Sigma combines two leading concepts, that is 

lean and six sigma practices, which are expected to be a method that can help 

companies better prepared to compete in the global market. Able to compete 

means must be able to produce products with better quality than competitors and 
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respond the demand more quickly than competitors’ demand (better, cheaper 

products, faster respond.) 

Conceptually Lean Six Sigma can be applied both in goods and services, as 

highlighted in the implementation of Lean Six Sigma is a quality improvement 

system by eliminating the waste that included in the process to increase the value 

and provide satisfaction to customers. Lean Six Sigma is applied in the field of 

education such as school or college referred to as Lean Six Sigma education. 

As a result, leading institutions look to maximize probability of success by 

managing variance through processes that are time-tested and proven to 

repeatedly yield desired results. They engage with varying methods to achieve 

their target, attract students applying to certain university. However, it can not be 

denied that better education requires higher cost also. This issue has been disputed 

for a long time and the universities try to eliminate waste in their system. 

This study analyzes four phases that influence the effectiveness university 

services, which are (1) define the problem (2) measure key aspects (3) analyze the 

data and (4) improve or optimize the current process. Based on those 

backgrounds, the researcher interested to do research by taking a title 

“Implementation of Lean Six Sigma Education in Providing the Effectiveness 

of University Services (Case Study in BAPSI Brawijaya University)”. 

1.2 Research Questions 

From the description above, researcher found some problems that may occur. 

It is inspired writer to research a quality process system that uses Lean Six Sigma. 

This is one of the ways to make strategic for increasing the customer satisfaction. 
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This problem is formulated into a question in order to understand more about it. 

The research question on this research is “How effective the service provided by 

BAPSI using Lean Six Sigma Education method?” 

1.3 Research Scope 

In order to focus on existing problems, the researchers limited the scope of 

problem in this research. This research will take a place in BAPSI of Brawijaya 

University. Respondents in this research are staffs who are still active working in 

BAPSI of Brawijaya University. 

1.4 Research Barriers 

Research Barriers in this research is the implementation of Lean Six Sigma 

education only reviewed using six sigma methodology DMAI (Define, Measure, 

Analyze, Improve) without Control. Since control takes several years to conduct 

the research. 

1.5 Research Objectives 

Purpose of the research must be determined in order to have clear targets of 

the research. The main purposes of this research are: 

1. To know the effectiveness of service provided by BAPSI using Lean Six 

Sigma Education method. 

2. To identify waste of the system process that occurs in BAPSI of Brawijaya 

University. 

3. To understand about the principal phase of Lean Six Sigma Education that 

influenced the effectiveness of university services in BAPSI. 
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1.6 Research Contribution 

This research offers some contributions that can be taken by several parties 

that directly or indirectly affected. 

1. Theory Contribution 

The result of this research is expected to gives evidence that Lean Six Sigma 

is not only implemented in Manufacture Company, but also in Service Company 

such as university. This research is conducted to realize the effectiveness of 

services on BAPSI of Brawijaya University. Besides that, it can support for the 

next researcher as one of references to develop knowledge better. 

2. Practical Contribution 

The result of this research is expected to help BAPSI of Brawijaya University 

in identifying waste and non value activity that can decrease the effectiveness of 

services provided. Students also can learn, use, and enlarge the knowledge after 

that they can implement this on reality life and give positive impact to the society. 

3. Policy Contribution 

The result of this research is expected to help BAPSI in order to make some 

policies that can realize the effectiveness of its service. It also will help this 

bureau to perform a service quality improvement continuously. Since minimize 

the waste and fault/error by eliminating them is needed to perform an effective 

service. 
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1.7 Inscription Systematically 

During write this thesis; it will be five sessions that include introduction until 

summary. Chapter one is about introduction, chapter two is about literature 

review, and chapter three is research methodology, and chapter four is about 

research finding, chapter five is about conclusion.  

 


