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Case Processing Summary

N

%

Valid

140

100.0

Excluded®

0

0

Total

140

100.0

a. Listwise deletion based on all variables in the procedure.
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Cronbach's Alpha

Based on Standardized

Iltems

N of Items

Ldloaally Ldgipall Jda5:27 Joan

Ayl ol e




Afaan 1) il

Ll gl &) pizia 20 aia 55 sy

Ayl i dabolasd | Joluzd! Juls %5




doyall ALl o2t Jad| Didd ddlua gl Sldoall ghas (§ Six Sigma peio plasicl jo3 ®
gl

(Asymptotic Significance) 4ilasyl AVl Sotus Aayd (2 Jeuz]! g ¥s ASY Aqall o ol e

Lyag> blo)l 48Me 3929 (e Jus 1dag <0.023 caly &Iy « (Pearson Chi-Square) g auys g HLasy

LisLd ¢(0.05) deiall YN Sgiun (yo JBT daall sia o Loy Loy o Gl alaill on Llbas| ¥ &l3g

Geas O Biges Gasas blsyl s of 26t pritady A5Me 3529 piay J5a5 G Lyaiall dumyall (i

Ll sda dilud Auogaudl doyall A8kl ozl Jadl oy ad Abua sl culdaall yglaty Six Sigma ke
Aollo Wl 140 (o 435S Agad 4 Layud &y ilayng 29.133 cialy &1 gl aud 6 Hlas | daid )
485 e 355 a8 Lo 589 (5 (e JBT daBaie ulaa,d Lead LS (e %48 Gl Lyt Aasdle 3929 (e @]l e
Sela Co> Bedy gl uai uS35" (Likelihood Ratio) duzea ¥l dwd” jlas! dmds o Y] Lasl Lia
o] Six Sigma Gusdas diux) g lal) ol 7 Ll a1 Glhas] &ls Uayl (29.0.019 LJ Y1 2au3

Blas] cutey ais il ga Ji ddall audy




Chi-Square Tests

Asymptotic
Value Significance (2-
sided)

Pearson Chi-Square 29.133° 4 .023
Likelihood Ratio 29.726 4 .019

Linear-by-Linear Association 2.571 .109

N of Valid Cases 140

a. 12 cells (48.0%) have expected count less than 5. The minimum expected count
is 2.43.
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Chi-Square Tests

Asymptotic
Significance (2-
sided)

Pearson Chi-Square 31.444° .012

Likelihood Ratio 30.426 .016

Linear-by-Linear Association .130 718

N of Valid Cases 140

a. 12 cells (48.0%) have expected count less than 5. The minimum expected
count is 2.55.
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Chi-Square Tests

Asymptotic
Significance (2-
sided)

Pearson Chi-Square 35.806° .003

Likelihood Ratio 34.379 .005

Linear-by-Linear Association 129 719

N of Valid Cases 140

a. 13 cells (52.0%) have expected count less than 5. The minimum expected count
is 2.31.
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ANOVA?®

Source

Sum of
Squares

df

Mean Square

Regression

31.232

4

2.603

Residual

230.903

127

1.818

Total

262.136

131

a. Dependent Variable: Sigma

Lbaidll ueat cUadVI Qs A olll clleallh. Model: (Intercept),
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Bayes Factor Model Summary®

Bayes Factor®

R Square

Adjusted R
Square

Std. Error of
the Estimate

.000

.345

119

.036

1.35

a. Method: JZS

Lol pead | Uad¥) S A o) clilesllb. Model: (Intercept),

c. Bayes factor: Testing model versus null model (Intercept).

ol b dele g3 i aile: 26 Jsa




&L.Ha}'i.”
1ol S Syl S5 15 i S Six Sigma gie Beddas ja3a5 ¥V
A lya] M5 e 23y cJaid alud¥l Goiuma e utly el inl Goiun (e Six Sigma geie G5 oz OF Ay

Jlas (S dandas 21 &g &y aadl 3516kl Garsn ity ol al) Al i) Wil e

AN EDNPELIS WA F NIVSVAN 74

Sleasdl Baga Cruemiy slas¥l Llas Cdue degd) cilileall 3wk 488y lgaly Six Sigma saliay

1Syl U3 1o ol | il 28045 55 v
Geizs (Sasg Sldeall jughas cilolie @udd (e peaszmddy otabbsll o i) racedll A8LaT oyl
leal] Zouall Slaiell 8392 ad) § pyesd G Ll S jpan) Ajams Aalasl oLas) e U3

:Six Sigma Fedas g Apusell oluad| cidsgs V'
Six zelad decls JilusS wbiledd (SN Jelmddl dalaily Aol Sloglall cilias slazialy 2wl o093
A8 ASTy ¢ el Sy L8y Gl Jlmsg ¢l o¥1 daglie Jigund iy <Sigma

16295 JSCiiy +Dleall Liny uled e 53S0 Y
Gz« potuns S pellasdle Jediy o Maall L,y olia! Aalatin bl aung o Jasdl w83 i e Ay

sl Slonsdl § jpun ol Aallany Six Sigma Gedas s pardad Llal cly 2511 sl 00583




80



ezl
Abdallah A. Abdallah .(2020) .Simulated Six Sigma: A multi response optimization (s la_yiu) &3
https://www.tandfonline.com/doi/abs/10.1080/08982112.2019.1694151

Ahmed Hassan Ali Ibrahim Bisho .(2022) .TOTAL QUALITY MANAGEMENT INTEGRATED STRATEGY:
ITS IMPLICATION TO ORGANIZATIONAL SUCCESS (e 2o yiu¥) a3 |
https://www.researchgate.net/publication/362437212_TOTAL_QUALITY_MANAGEMENT _|I
NTEGRATED_STRATEGY_ITS_IMPLICATION_TO_ORGANIZATIONAL_SUCCESS

Aleksandra Andjelkovic .(2018) .Improving order-picking process through implementation of
warehouse management system (s 213 jiwY) o3
https://www.researchgate.net/publication/328112783_Improving_order-
picking_process_through_implementation_of warehouse_management_system

Anupama Prashar .(2014) .Adoption of Six Sigma DMAIC to reduce cost of poor quality 2 is¥) 25,
O
https://www.researchgate.net/publication/262825511_Adoption_of Six_Sigma_DMAIC_to
_reduce_cost_of_poor_quality

Assadej Vanichchinchai .(2025) .Logistics service quality satisfaction and impacts on financial
performance (s 2 i) o3
https://www.inderscienceonline.com/doi/abs/10.1504/1JLSM.2025.143888?journalCode=ijl
sm

Cigdem Basfirinci .(2015) .A cross cultural investigation of airlines service quality through
integration of Servqual and the Kano model (s 3la_iu¥) o3
https://www.researchgate.net/publication/272382090 A _cross_cultural_investigation_of _
airlines_service_quality_through_integration_of_Servqual_and_the_Kano_model

Faisal Talib .(2013) .An overview of total quality management: understanding the fundamentals in
service organization (. sl o5
https://www.researchgate.net/publication/257419540_An_overview_of total quality_ma
nagement_understanding_the_fundamentals_in_service_organization

Firas Nawwaf Barhoom .(2025) .A Systematic Literature Review on Using Six Sigma Methodology to
Improve Customs Service Quality: Evidence from MENA Region (s 3a_jiu¥) o3
https://knowledgewords.com/index.php/ijarems/article/view/1538

Gorka Unzueta .(2020) .Continuous improvement framework to develop cultural change: case
study, capital goods company (x Ja_iu¥) &
https://www.researchgate.net/publication/341179933_Continuous_improvement_framew
ork_to_develop_cultural_change case_study_capital_goods_company

Gulsah Sisman .(2023) .Implementing Lean Six Sigma methodology to reduce the logistics cost: a
case study in Turkey (e i) 5
https://www.emerald.com/ijlss/article/14/3/610/136582/Implementing-Lean-Six-Sigma-
methodology-to-reduce

Harshitkumar j Ghelani .(2024) .Six Sigma and Continuous Improvement Strategies: A Comparative
Analysis in Global Manufacturing Industries (s 2l i) o3 |
https://www.researchgate.net/publication/385697779_Six_Sigma_and_Continuous_Improv
ement_Strategies_A_Comparative_Analysis_in_Global_Manufacturing_Industries

81




Itamar de Souza Costa .(2025) .Eco-Efficiency in the Polymeric Packaging Sector: Production
Planning and Control Strategies for Economic and Environmental Gains (s la_jiwy) &3
https://www.mdpi.com/2073-4360/17/9/1131

Jacqueline Snijders .(2023) .Transportation and storage activities - Evidence from the European
Survey of Enterprises on New and Emerging Risks (ESENER) (s 2l yiw¥) o3 |
https://www.researchgate.net/publication/378697125_Transportation_and_storage_activi
ties_-

_Evidence_from_the_European_Survey_of Enterprises_on_New_and_Emerging Risks_ESE
NER

Jeanne-Marie Lawrence .(2021) .Strategies to Improve the Logistics of a COVID-19 Screening
Process Within a Lean Six Sigma Framework (s 2l yiw¥) o3
https://ieomsociety.org/proceedings/2021monterrey/253.pdf

Justyna Lemke .(2021) .Six Sigma in Urban Logistics Management—A Case Study (= i) &3
https://www.mdpi.com/2071-1050/13/8/4302

Justyna Lemke .(2021) .Six Sigma in Urban Logistics Management—A Case Study ¢ i) &3
https://www.mdpi.com/2071-1050/13/8/4302

Lemke .(2021) .Using Six Sigma in the management of city logistics processes : a case study on the
impact assessment of transport infrastructure on fuel consumption in Szczecin (s 2l yiw¥) o5
https://www.um.edu.mt/library/oar/handle/123456789/99914

Leopoldo Gutierrez .(2016) .Logistics services and Lean Six Sigma implementation: a case study & .
Cya Aa yiwY!
https://www.researchgate.net/publication/292967088_Logistics_services_and_Lean_Six_Si
gma_implementation_a_case_study

Mahmoud Ramadan Al-Azab .(2024) .Lean-Green Approach: A step Towards Enhancing the
Competitive Advantage of Airlines (s i) &3
https://www.researchgate.net/publication/380629265_Lean-
Green_Approach_A_step_Towards_Enhancing_the_Competitive_Advantage_of_Airlines

Malika-Sofi Akhmatova .(2022) .Green SCM and TQM for reducing environmental impacts and
enhancing performance in the aviation spares supply chain (e Ja_iu¥l o3
https://www.sciencedirect.com/science/article/pii/52352146522004173

Meryem Uluskan .(2016) .A comprehensive insight into the Six Sigma DMAIC toolbox (s 22 i) o3
https://www.researchgate.net/publication/309435673_A_comprehensive_insight_into_the
_Six_Sigma_DMAIC_toolbox

Oleg Garmash .(2024) .Intellectualization of logistics and Supply Chain Management #26 2024 a5 .
Cro Al Yl
https://www.researchgate.net/publication/383875813_Intellectualization_of logistics_and
_Supply_Chain_Management_26 2024

Park Kunsoon .(2024) .U.S. Airline Customer Complaint Trends: A Decade-Long Analysis (2013-
2022) Including COVID-19 Impacts ¢ Al i) &
https://www.researchgate.net/publication/387423600_US_Airline_Customer_Complaint_T
rends_A Decade-Long_Analysis_2013-2022 Including_COVID-19_ Impacts




Peeraya Thongkruer .(2020) .Logistics service quality: where we are and where we go in the context
of airline industry (e 22 i &
https://www.emerald.com/mrr/article/44/2/209/310266/Logistics-service-quality-where-
we-are-and-where

Rafael Martinez-Peldez .(2023) .Role of Digital Transformation for Achieving Sustainability:
Mediated Role of Stakeholders, Key Capabilities, and Technology (i« 2la_iw¥) o |
https://www.mdpi.com/2071-1050/15/14/11221

Rahul Gupta Choudhury .(2020) .Marketing Mix and Customer Loyalty in Services Marketing & .
Cre Al il
https://www.researchgate.net/publication/349579953 Marketing_Mix_and_Customer_Loy
alty_in_Services_Marketing

Ramesh Bollapragada .(2024) .Six-sigma Methodologies in Airlines Operations (s A is¥) o5
https://journals.sagepub.com/doi/full/10.1177/02560909241296962

Shreeranga Bhat .(2023) .Applications of six sigma for service quality enhancement in the UAE: a
multiple case study analysis and lessons learned (s 3wl a3
https://www.emerald.com/ijlss/article/14/7/1492/136200/Applications-of-six-sigma-for-
service-quality

Tareq Almehareb .(2014) .Using Lean Six-Sigma in the Improvement of Service Quality at Aviation
Industry: Case Study at the Departure Area in KKIA (e Ja_iu) a3
https://www.researchgate.net/publication/265851478_Using_Lean_Six-
Sigma_in_the_Improvement_of Service Quality at_Aviation_Industry Case Study at_the
_Departure_Area_in_KKIA

Thilini Samarakoon .(2025) .Application of Six Sigma Methodology in the Service Industry to
Improve Process Efficiency and Customer Satisfaction: Systematic Review (s 2la_ i) & |
https://ieeexplore.ieee.org/abstract/document/10963314

Travis Vu .(2021) .Service Quality And Its Impact On Customer Satisfaction (s A2 iu¥) o5
https://www.researchgate.net/publication/356592279_Service_Quality_And_lIts_Impact_O
n_Customer_Satisfaction

Travis Vu .(2021) .Service Quality And Its Impact On Customer Satisfaction (s A2 iu¥) o5
https://www.researchgate.net/publication/356592279 Service_Quality_And_Its_Impact_O
n_Customer_Satisfaction

Tshepo Mabotja .(2024) .Effect of Lean Six Sigma on order fulfilment process: evidence from
manufacturing companies in Gauteng, South Africa (e 3wl a3,
https://www.researchgate.net/publication/381099748 Effect_of Lean_Six_Sigma_on_orde
r_fulfilment_process_evidence_from_manufacturing_companies_in_Gauteng_South_Afric
a

Umit Kuvvetli .(2017) .Applying Six Sigma in urban public transportation to reduce traffic accidents
involving municipality buses (s Jla_iu¥) a3
https://www.tandfonline.com/doi/abs/10.1080/14783363.2017.1297198

Vijaya Sunder M .(2016) .Lean six sigma project management - A stakeholder management
perspective (< A sy a5




https://www.researchgate.net/publication/289534733_Lean_six_sigma_project_managem
ent_- A stakeholder_management_perspective




EH P

Ao latl Al

JOR!

!

LESRY

AL Al
lleall cpuig e lo¥) Jdedd 25,85 cblg e 38,400 uazai @
Alux ol Lelilace § allawly Six Sigma lgol 45,401 puking @
Six Sigma g Gudats Ldall 8,15%1 (o aliill uzgy @

.Onlalall Six Sigma (§ Aaiaseio Ay ol AS, 4l 395 @

Six Sigma duzeie IS (1o Slausdl § igually slas¥l Jlas ) lpeinly 45,401 aud @

kel e ddl Bildee auyud (§ Six Sigma Gudas eale




Aol lensdly Aalaall oSl sue Julas ) Six Sigma s lasiul 6o

S il U5 1o Bl oW1 5yl 5¥1g Lagdaserll puces § Six Sigma e el
ol dd! pulad dielse 485 8505 J) Six Sigma gudas o

Al gl cloasd) § Alad clyl,8 3l biled) Joloes @l aluseiol @3
ple ISy eMaadl &y s J] Six Sigma Gaddas (6o

Six Sigma edat day Aesed) 39> (3 Crusety s Maall yadn

Jiadl S e Dandl cladss A5 § Six Sigma e Guskas palu

Aads dee JS s daall Ly olid (e 38, 501 oy

Six Sigma &lgol Gadat bady eMeadl 9lSad ¢yl 2ylxiwl Ilia

e https://docs.google.com/forms/d/1zuFLaT29VfBcO6IW dJXsa9FW cqCRCXiGLUO juZng/e
dit

Abstract

This research aims to examine the impact of implementing the Six Sigma methodology on improving the
quality of logistics services and achieving customer satisfaction in air transport companies within the
Kingdom of Saudi Arabia. The importance of the study lies in the fact that the air transport sector is a
vital sector that requires a high level of accuracy and quality across its various services. This makes
adopting continuous improvement methodologies a strategic necessity for enhancing competitiveness
and achieving customer satisfaction.

The study relied on a descriptive analytical approach, as it is most appropriate for the nature of the
subject. A scientific questionnaire was designed to collect field data from a sample of 140 participants
working in air transport companies at various administrative and executive levels. The statistical analysis
tools used included frequencies, percentages, arithmetic means, and standard deviations, in addition to

a set of inferential tests to measure the relationships between independent and dependent variables.



https://docs.google.com/forms/d/1zuFLaT29VfBcO6lW_dJXsa9FW_cqCRCXiGLUO_juZng/edit
https://docs.google.com/forms/d/1zuFLaT29VfBcO6lW_dJXsa9FW_cqCRCXiGLUO_juZng/edit

The results concluded that implementing the Six Sigma methodology contributes significantly to
improving the quality of logistics services and reducing operational errors, which positively impacts

customer satisfaction. The results also showed a statistically significant positive relationship between

the quality of services provided and increased levels of customer satisfaction. The study recommended

the institutional adoption of Six Sigma within air transport companies, the provision of ongoing training
programs for employees, and a focus on periodically measuring customer satisfaction and linking its

results to continuous improvement plans.
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