Damascus University Journal for engineering sciences
Vo 41 number (3) -2025: 332-359

@M@J‘e‘ghﬂ‘jﬁhaaubuu

359-332 :2025 — (3) 22l 4] 2laal)

) (bt "MTN " i Laty) A58 b eSlaadl Ly (Siuay ilatid) 5ag (ppman
SIX SIGMA J1 &uagia g2 ETOMJ) Jand)

dolaS e 2 Gulaa Gjle 2aaa T BMA)) daaa

e Aaals — 4lyeSlly KKl davigh AIS 3 ) oSailly sl duxia b oeale '
mhallak@damascusuniversity.edu.sy

3ed Aaals . Al yeSlly Al Avigh RS & ciludall duvia b ohysiSa 2

Mohammadmaheery@damascusuniversity.edu.sy

c3hed drala . AleSlly A0S0 durigh AdS 5 lulall duvia b o)y

SamerKaraman@damascusuniversity.edu.sy

d;\ S IPRYA|] t_aLAJAJ\ u\;.\.m]\ aJ u‘}]\.m.s‘)!\ t_v\S ’.’.uu
wﬂw)a U-A‘\J\aﬁdm . uu,uj\ lalyindll UMA\ ‘Wi\ (e (sag ‘g " L)
4_.3] IAPEN u\d u\.aJA_g c_le.uA (-.\.m.a.a UL“-‘-AJ wj clay! u_).uajij.‘..a.v ‘;Uhj
@R REVY u‘}[\_‘aﬂ_f\ u».\_m.\ Uad d.\ﬂ oylaal dAlS.m da:. Ua) ETOM A
S o DRSS mfj&iu)z e ﬁofo‘u\m@y

ATEARDATE AvOENEANED (k-7 @w\ u,_wn e
3 uw\ww\pa oy T uij )ﬁﬁm’

u&u_' M | \A\}!\ s_l u.w.\;_a \ d.\lo_a d;\
o uu,uj\ L aa \ ) Jﬂ i A, ’“{“ Lo °~ Claral) DL
L_dSJ...u TOM \‘9_\.\.&4 \4.&‘)1 149 ‘\)wj\ dadd AL
‘fJ Cras Biage Ad s Lglid uA.Eer C*fu;ﬁ "MTN" N L)

;fﬁﬁ‘ AR L:;.;ﬁm u_\g Lg_a
LEP] 3 83
e G éﬁd\}jg g_,u,uj\’l R IV L [L }j Us
\u.u;\.@ld;.' \.g_t;:.a.\ Hu.&gu‘}f\_«m\}\u Lo'A
h_.Q..u.\ﬁ F] c_\LﬂAJ\ aA.A ng Slx Slgma J 4_\;4.1.« i1 *”ETOM
BHlaiwl alacly dJ; L@_\;Jbu
MJJ]\ uJ.A.\:.\ 33_5 c L(—AZG?D 4_1_95.45\ ‘\.u-\ \ 4.1\.\.\.o.u‘¥\
Caa — 83 k_|
s iﬂ*—‘ uﬁ 9 dﬂf-‘i‘, d;‘ ) J)—’
I3 Laaes 5l dangies EJFOM 3 d—‘-‘k-‘ JITREN c.ua}\ \ \A.A Cana u
S c_u'é 35 "MTN" &_IYL;AJ\}“ QlSyd 8 u_ﬂ_d.ud\ e s dadl) Ja)

1208 aass Lo aacds \_M Sl Lia )y daviall a3l L@_utsu\
e O ot MTN" eyl aS,a 3 o

. SIX SIGMA 1 4 m;g_m ETOM I Janll JU:.\ mm.ds g_ﬂ..ds&‘

ISSN (online): 2789-6854
http://journal.damascusuniversity.edu.sy/index.php/index/index

2023/2/17 :g1ay) gt
2023/4/12 :J s sl

[@0Ele

- é.&a.ﬁ E\_z.A\; °J...:..'d\ (53.5;
Bsdns sl Lo, ciyyp
CC BY-NC- wagar il

SA

15.27


http://journal.damascusuniversity.edu.sy/index.php/index/index
mailto:mhallak@damascusuniversity.edu.sy
mailto:Mohammadmaheery@damascusuniversity.edu.sy
mailto:SamerKaraman@damascusuniversity.edu.sy

Ol Sy Lﬁ_)ﬁ.t;"‘ qu\

........................ YL 4S8 & Dlaall Lia) (S5iny laadd) Baga (ol

Improving customer satisfaction in the telecommunication company
MTN by applying ETOM and SIX SIGMA methodology

Received: 17/2/2023
Accepted: 12/4/2023

OO0

Copyright: Damascus
University- Syria, The
authors retain the
copyright under a
CCBY-NC-SA

Mouna Mohamad Alhallak*® Mohammad Mazen

Maheery? Samer Karaman?®
"1 MSc, Eng, in Computer and Automation Control Engineering -Faculty of

Mechanical and Electrical Engineering. mhallak@damascusuniversity.edu.sy

2 PhD, Dr, in Computer Engineering Faculty of Mechanical and Electrical
Engineering- Damascus University.
Mohammadmaheery@damascusuniversity.edu.sy

% PhD, Dr, in Computer Engineering Faculty of Mechanical and Electrical

Engineering- Damascus University. SamerKaraman@damascusuniversity.edu.sy

Abstract:
Telecom companies seek to improve the quality of provided products and
services in order to enhance customer satisfaction. Within the framework of
continuous improvement is the development of processes management in an
effective manner by documenting, monitoring, measuring and developing
them in order to reduce the percentage of errors to the lowest possible level,
and thus improve key performance indicators to ensure the provision of
high-quality products and services.

The ETOM is an integrated framework issued by the Telecommunications
Standardization Sector (Telecommunications Management Forum, 2010) as
it provides a unified standard method for representing, modeling, analyzing
and managing all operational and administrative processes in the
telecommunications sector. But the ETOM lacks a mechanism that ensures
performance evaluation of operations, monitoring and continuous
improvement in order to reduce errors and continuously improve key
performance indicators, which are reflected in the quality of services.
Therefore, Six Sigma has been applied to these processes, which is a
statistical measure of performance that describes processes and identifies
their problems and errors. Six Sigma relies on the methodology of
minimizing errors in order to reach near perfection.

In order to achieve the objective of this study, the processes related to
improving the level of customer satisfaction in the telecommunications
companies were identified, and they were modeled and analyzed according
to the proposed ETOM framework. Then we applied a Six sigma
methodology to these specific processes to detect errors and fix them by
formulating a set of hypotheses and preparing a questionnaire form that was
distributed to the study pool consisting of (126) individuals. The study relied
on the analytical descriptive approach and through the (SPSS) program for
data processing.

The most prominent results of the study concluded with clarifying and
documenting the gaps in the processes that must be improved in order to
enhance customer satisfaction, with a proposal to work on. This research
aimed to clarify the feasibility of applying ETOM and the six sigma
methodology on the operations of the MTN, and to clarify how it reflects on
the service provided and customer satisfaction, which encourages the
generalization of these principles on the various operations of the MTN
communications company.
Keywords: ETOM

Framework, SIX  SIGMA  Methodology.
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