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DMAIC Flow

Define:
– Identify Critical to Quality 
– Develop Project Charter
– Visualize the Process

Define Purpose: To identify 
and prioritize the business 
improvement opportunity, 
define critical customer 
requirements, document the 
processes and build effective 
teams.

SIPOC
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SIPOC

• SIPOC diagram is a type of process map 
used to identify the primary elements of a 
process

• It provides a macro view that brings 
together Suppliers, Inputs, Process, 
Outputs, and Customers



SIMPLER.  FASTER.  BETTER.  LESS COSTLY.

SIPOC
Suppliers Inputs Process Outputs Customers

Individuals or 

organizations 

that provide 

inputs to the 

process. 

Material, 

information 

and/or 

services that 

are required 

by the process 

to produce 

the outputs

The step by 

step method 

that produces 

the output,

defined at a 

very high 

level- only 4-5 

steps

Products, 

information, 

services 

and/or 

decisions that 

are produced 

by the process

Those who 

receive the 

process 

output, pay 

for it or are 

directly 

impacted by 

the process 

output
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SIPOC: High Level View

SIPOC
• SIPOC: 50,000 Feet View • SIPOC: 50,000 Feet View 

Business 

Process 

Map

• Business Process Map: 10,000 
Feet View

• Business Process Map: 10,000 
Feet View

Standard 

Work

• Standard Work: 1,000 Feet View• Standard Work: 1,000 Feet View
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SIPOC – 50,000 Foot View
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Process Mapping: 10,000 Foot View 
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Standard Work – 1,000 Foot View
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SIPOC Purpose

• Define and Document
• Identify scope
• Level Set
• Operational Definitions 
• Key Terms
• Ensure it is a Process
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Where to Start

• S: Supplier
• I: Inputs
• P: Process
• O: Outputs
• C: Customer

Always start with the Process!
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SIPOC Visual
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SIPOC - Process

• High Level: 5-7 process steps
• Reach Consensus
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SIPOC and other Tools

• When using a SIPOC in conjunction with a 
C&E Matrix – it is helpful to complete the 
SIPOC in a slightly different way.

• Looking at the Inputs and Outputs in a 
step by step way assists in completing the 
C&E Matrix. 
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SIPOC Example

The Process of completing the DOP 
Application

15
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1) Open 

and Deliver 

Mail

2) Initial/ 

Renewal 

Review

3) Legal 

Review

4) 
Approval –
Complete 

Letters

Suppliers Inputs Process Outputs Customers

5) Mail 

and Audit
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1) Open 
and 

Deliver 
Mail

2) Initial/ 

Renewal 

Review

3) Legal 

Review

4) 
Approve –
complete 

Letters

Suppliers Inputs Outputs CustomersProcess

5) Mail 

and 

Audit
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1) Open and 

Deliver Mail

2) Initial 
Renewal 
Review

3) Legal 

Review

4) Approve –
complete 

Letters

Suppliers Inputs Process Outputs Customers

5) Mail and 

Audit

Mail

Applications

Received 

Application

Budget Plan
Audit Plan
Cost of Plan
Justification
Signature

Initial/Renewal 
Decision
Legal Database
Cost of Plan
ORC 

Initial Approval-
Denial form
Databases
Decision

Legal Decision

Legal Database

Initial/Renewal/ 

Legal Decision

Approval-Denial 

Letter

Approval-Denial 
Letter
Legal Database
Contact Info

Mailed Decision
Final Audit 
(50%)
Envelope

US Mail
Agencies
Mail Carrier

Mail Carrier

Initial and 

Renewal

Agency 
Application 
Mail Carrier

Initial and 
Renewal
Legislature

Initial and 
Renewal
Legal

Approver
Agency 
Application

Legal 
Auditor
Approver

Approver

Auditor

Agency

Auditor

Agency

Rule Makers
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SIPOC Example

The Process of Call Center

19
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Suppliers Inputs Process Outputs Customers

Answer 

Call
Gather 

Info

Transfer 

Call

Gather 

Resolution 

Info

Deliver 

resolution 

info

Log Call 

Data
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Answer Call

Suppliers Inputs Process Outputs Customers

Active Phone 
Line
Router Available

Gather 
Information

Transfer Call

Gather 
Resolution Info

Deliver 
Resolution Info

Log Call Data

Available Rep
Database Available
Staff Experience

Available Staff

System Doc
FAQ Database
Client Info

Customer 
Availability 
(callback)

Database
Staff Availability
Staff Discipline

Call Received

Information in 

System

Transferred to 

Staff 

Resolution 

Information

Call Data Logged 
to File/ FAQ
Document Call 
Resolution

Phone Service 
Provider
IT Group

Call Center Mgt

IT Group

Call Center 

Mgt

Doc Group
IT Group
Call Center Staff

Call Center 

Staff

Call Center 
Staff 
IT Group

Client

Call Center 

Management
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SIPOC Exercise

• In groups complete a SIPOC for your 
project.
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