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APPENDIX A

A-1: CUSTOMER SURVEY FORM
1. Please rate the level of impact base on your viewpoint regarding the following
points? On the scale of 1 = less impact, 2 = impact, 3 = extremely impact. Please

write X in the block and also give the reason if you had encountered the problem.

RASON

1. Showroom

2. Service from sale staf

3. Hand in the car to custo

-

Quality of car assembled

(9]

. After sale service

6. Service center

7. Service from service”
advisor/receptionist D

8. Service from techniciang’ .

o cuarof 11 £ s_lm ST

work/maintenancey |

10. Rehablhtﬁ st towards the a/
compan m n BJ b1

i Waiﬁt (d og ﬁ m w fg

maintenance)

12. Service charge [1 - [1

13. Cleanliness [ ] [ ]

14. After maintenance service N [ ]
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B ngtomer’s Personal Data

Please write X in the selected block

Sex [ ]1. Male [ ] 2. Female

[ ()

3. Age [ ]1.20-30years [ ] 2. 31-40 years

[ ]3.41-50years [ ] 4. Above 50 years

] 2. Marry

4. Married status [ ] 1. Single

[ ] 1. Private offi " A government officia [ ]3. Student
[ 1 4. Executive [ ] 6. Housewife

[ 17 Others

1. 10,000-15.06¢
[] ¥,
[] 4 30,001-5@00

] 7. Above 100,000 [ 1 8. N/A

ﬂ‘iJEl’J‘VlEW]?WEﬂﬂ‘i
QW’VNﬂiﬂJ SJWTJWEHQ d

hank you for your cooperation

3. 20,001-30,000

ﬁi 1 6. 70,001-90,000




A-2: SAMPLE OF EVALUATED FORM
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1. Please rate the level of impact base on your viewpoint regarding the following

points? On the scale of'] -

write X in the blg ck

s impact, 2 = impact, 3 = extremely impact. Please
son if you had encountered the problem.

6. Service

7. Service fron
advisor/reception

8. Service from tex

9. Quality of repairs, = bt/ | < 0
work/maintenance = < = f
0. Reli

ARIAIATUUMINAE



Please write X in the selected block

2. Sex <1 Male [ ]2 Female
3. Age [ ]1.20-30years [ ] 2. 31-40 years
[X] 3. 41-50 years [ ] 4. Above 50 years

i 4. Married status [ ] 1. Single X1 2. Marry

. Secondary/certificate

[ 13. Student

[ ] 6. Housewife

[ ] 3.20,001-30,000

1 6. 70,001-90.000

pperation

X

dF

AULINENINYINT
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A-3: SUMMARY & RESULT

128

Problem with the sale:

. Showroom

. Service from sale

.

4 customer rated level 3
12 customer rated level 2
44 customer rated level 1

____.ﬁ customer rated level 3
26 customer rated level 2

wmer rated level 1

. Service center

ﬂuEJ’J‘VlEJ‘ﬂ

. Service from service

‘ﬂ"‘ﬁﬂmﬂﬂ‘imﬂl

. Service from technician

. Quality of repair work/maintenance

cﬂomer rated level 3
40 customer rated level 2
7 customer rated level 1

INYINT

25 customer rated level 3
433 customer rated level 2

A FrEHe By

28 customer rated level 3
29 customer rated level 2
3 customer rated level 1

All 60 customer rated level 3
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23 customer rated level 3

10. Reliability, trust towards the 85 b ool 8

e L 5 customer rated level 1
11. Waiting to long ( duration in 55 customer rated level 3
maintenance) 5 customer rated level 2

19 customer rated level 3
12. Service charge 20 customer rated level 2
W 21 customer rated level 1

W
2 &ustomer rated level 3
13. Cleanliness Ofthe07 .

Wtomer rated level 2
14. After maintenance

tomer rated level 1

mer rated level 3
tomer rated level 2
mer rated level 1

1. Showroom

ﬂ"‘ﬂ Fapeningny | | -

3. Hand in (o) customer

‘RIS AMAIMEND |

5. After sale service

Problem with the maintenance:
4 - 2 6

6. Service center

7. Service from service 5 3 6 14
advisor/receptionist
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8. Service from technician ’ 2 ! 17
9. Quality of repair work/maintenance . i ? 25
10. Reliability, trust towards the 7 3 6 16
company
11. Waiting to long ( duration in 3 1 9 78
maintenance)
12. Service charge 14 9 9 32
13. Cleanliness of the car - - 6 6
14. After maintenance service _ 42 4 6 12
—
Data 1 4
processing v T

Since, the level of signi hat customer had encounter

are both equally import ake into consideration the

\ o
weighting value of t 0 . ing the mode significance

\\

and frequency together ating. The mode significance
alue in the set that occurs most
often. Then the value of mode si fcanceislearly presented on the second column
of Table 4.3 and the value o "“' : .».;_‘-_' em rating is presented on the fourth

e
column of the same table =20

7

Calculation oﬂro i

1. Showroom 1 8 8

2. Service from sale staff 3 6 18

3. Hand in the car to customer 2 2 4
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4. Quality of car assembled 3 11 33
5. After sale service 3 12 36
Problem with the maintenance:
6. Service center 2 6 6
7. Service from service advisor/receptionist 2 14 28
|

8. Service from technician 2 17 34

9. Quality of repair wo ance 26 78

10. Reliability, trust HE corpan 16 3

11. Waiting to long( dur tcnande) 128 84

. NGV AN\
12. Service charge ﬁf; 32 32
13. Cleanliness of the car Mﬂ’? : 6 12
i J-ﬂi‘T;

14. After maintenance service ﬂW, 2 12 24
From the calculati in descending order by
starting at the top wilBhe pr , 1igh%problem rating down to the

least rating at the bottom: gnce the scope o{ﬂ‘us thesis in limited to maintenance umt

eI N T
AMIANTAUNNIINYAY
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New ranking of problems by Problem Rating

_Pr:ltgem Description of Problems P::tti):‘em

L Waiting to long( duration in maintenance) 84

9 Quality of repair work/maintenance 78

8 Service from technician 34

10 service Reliability, trust towards the company 32

12 Service charge 32

7 Service from service advisor/receptioni 28

14 24

13 12

6 6
A Pareto chart in a fofm g ba& . u \ o plot from the Table 4.4.
The Pareto chart is used'to analyze tlw problems by placing the data in the order of

: AL )l 4 ,
importance. The below f{ig lfﬁ’l narized the problem rating data by using Pareto

chart.

R

Problems No.

_g‘O_) Problem Rating
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PIs VALIDATION FORM

B-1
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SAMPLE OF EVALUATED FORM

B-2
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SUMMARY & RESULT

B-3
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SELECTION OF KPIs FORM

B-4
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B-5: SAMPLE OF EVALUATED FORM
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SUMMARY & RESULT

B-6
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LEVEL OF IMPORTANCE ON KEY AREAS FORM
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C-2: SAMPLE & EVLUATED FORM
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SUMMARY & RESULT

C-3
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D-1: PROCESS ACTIVITY MAP FORM (JUNE 04)

PRESENTMETHOD [ ] PAGE 11
PROPOSED METHCD [ ] FLOW PROCESS CHART SUMMARY o
O () OPERATIONS 13
PRAT NAME: ) TRANSPORTATIONS 16
PROCESS DESCRIPTION: [] INSPECTIONS 2
D DpELAYS 9
DEPARTMENT: V' STORAGES 9
PLANT: TOTAL STEPS| 42
DATE: DISTANCE TRAVELED (MEAN)|
TOTAL TIME (MEAN)|
Step Symbol DESCRIPTION Distance | Time
1 @ O D Customer i
g 10O ©) Wait for 1o
3 [O = Drive to
4 @ O Pa y
5 |O =[] desk —
6 @ o [J] lileage Gheck
7 1O w [ T T ——
8 O o [ iving ord ut
9 |O = [] SA de
10 8 3 || ecgiv der print o1
11 L it ver
PR Emn i e _M
13 O [ ara \ \ ,
14 @ o L ar T 40N\
5 O 0B TeghniCian wait for,6us d&ip!iout
16 @ 5 0D igh job to mcchanical
7 (O = 1DV lical, walk t ~]
13 @ O D i cover ¢} to
19 [O = D 10 er
20 @ o O D V| Gover art isk to dirtiness
|21 O © B D V| Inspeet the fevel an f engine oil, break oil, etc
22 @ 5 [ D V] Fill the ordering fo
23 O 5y L] Wail nician der_form
24 (O = [T V| Walk to warehouse 2 ra
25 [O 9 [} + Wait for iogn and v g item
26 |O = ) o0 customer car Y
27 @ O Chan ine oil, o
28 @ o [ Fill in the form change |
29 8 3 [] Wait for driver e
30 || iver drive to the w area
31 | @ : e
2 [0 rag TS
3 [0 B Ticknd sk § D 1110
34 |O Storage
35 O =) Customer walk to cashier deskin, ¥
i t i ™M 1 Lla
() ait fo i £ V [ [
| 38 [O V| Walk to cashier desk ) o
39 ‘ D D Pay money
40 (O = B Walk to sitting arca
41 |O © [J B V| Wait for the car
2 O 9 D V| Go home




Y

D-2: SAMPLE & EVALUATED FORM

PRISENT METIOD [Z/ N PAGE M1
provosn mittion - FLOW PROCESS CHAR® T SUMMARY | e,
O () _OPERATIONS 13
PRAT NAME: £ zro Al ) TRANSPORTATIONS 16
PROCESS DESCRIPIION: M jg e ne ¢ naeX [ INSPECTIONS 2
= D orravs 9
DEPARTMENT:  Movaty acree V_s1oRAGES 2
VLANT: P TOTALSTEPS| 82
DATE: 3Aa 2 24 DISTANCE TRAVELED (MEAN) 8¢ v
J . | TOTAL TIME (MEAN)| (§7 »4an
Step Symbol DESCRIPTION Distance | Time
1 j — -
2 10 On e !
f 3 10 1§ =
4 Park the - G
13— Walkdo SA i — UL
6 Aslefor mil - - -
7 Walk to sitti 7 hd
| Wal for th - (L3
() all ~, ) -
ecajve - =
aif = 12
12 Driv Ci 1 -
1 .S =
P T 4
15 il t - 3
1 i =
wal [k P
3 - z
19 13 -
= ~ 3
vel oil. break oil. elc = 12
22 i ) - BN W
23 il 0 5ign 01 orm - 2
24 atk se T -
D— & 10 si; wai for ordering item - 12
26O 3 -
2 | ke elc - 1A
28 Q Fill 4 change = ¢
29 [0 9 i = 1
30 [0 = area ¢ z
31 - i
i \ A% &
o ! - 7
1 -
7 -
38 1O 1 -
45 @ 9 [JD V| pay money . o 3
L 40 |O = [0 D V| walkto sitting area R
4 O [ B V| Wait for - I3
4 Go home & -
(a

AR TUNNINGAY
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SUMMARY & RESULT
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D-4: PROCESS ACTIVITY MAP FORM (PROPOSED)

152

QRAINTUNRIANY?

PRESENT METHOD E]/ PAGE 1/1
rorosmemon (] FLOW PROCESS CHART TS,
NO.
O () OPERATIONS 10
PRAT NAME: 9 TRANSPORTATIONS 9
PROCESS DESCRIPTION: [J INSPECTIONS 3
D pELAYS 3
DEPARTMENT: V' STORAGES 2
PLANT: TOTAL STEPS| 27
DATE: , DISTANCE TRAVELED (MEAN)
aanlurrs TOTAL TIME (MEAN)
Step Symbol \‘M}:":’f- ON Distance Time
I 0O pull over/ask Jof miléage check
2 (= N —
3 Dri
4 ar |
) ‘ o) T
6 0 sittin N,
7 [m) der print
8 -
9 [} rder ouff 4\
10 c) it forthe c out
11 ™) D allgto the shelf . -
12 =] i s
13 =} D Tgansportio’éaste
14 [ pegt the level'dnd of engi break oil, etc !
15® o (1D V/|Pic and elc. 1
1c® o D V]c oil- etc
17 ®@ © O D V[Fillint or d change
18 O © W D V[ QC check the fimi .
[ 19 = Driver drive to the washin;
[ 21 = Drive to the p:
| 22 =] ge B
23 Customer w. es il
| 24 =] Cashier search for the receipt
25 () | Prifit.receipt /s
26 = P ‘ \ AT 2L
27 =) Go

a2




D-5: SAMPLE & EVALUATED FORM

PRESENT METTIOD [ PAGE \/1
norosspvemion [, FLOW PROCESS CHART STVNARY =
p (O _OPERATIONS 10
RATNAME: £ 220 ¢ =) TRANSPORTATIONS 9
PROCESS DISCRIPTION: _ Mhilemme  they kg ] _msprcTiONs 3
D pEravs 3
IDEPARTMINT: _ /Maam kenamee o T V_ STORAGES. 2
PLANT: [ TOTAL 2
TE: a/8/c4" DISTANCE TRAVELED (MEAN)| {6/ 7
o TOTAL TIME 23
Step Symbol DESCRIPTION Distance | Time
1 [=3 /ask for mileage check = =
2 09 - 2
3 51 -
4 the = ¥
5 SA ing the seat o k3
6 wal! o P
7 ‘Wait for the - 13
8 Wal k t: 4 =
e B NS
10 i rint out - 4
alk c | -
ick up t - [+
13 5 Lo
oil, cic - F 4
etc. - 3
16 S I )
in orm - J
fi s 6
19 € 4 5 -
20 -~ Lo
kin e -
23 B - -
24 - S
25 - I5
26 i = i
27 - -
o At e s

2
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DATA COLLECTED DURING JULY 04
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DATA COLLECTED DURING AUGUST 04

D-7

- - - - . . } . . . - swoyon | LT
(4] ) 9 : S - S e ¢ : ¢ . Kouow Aed | 97
8¢ 8 t = 4 = € g 4 5 ¢ = divoarayi g | <7
9¢ = 4 s |4 = (4 4 g € - jd1a00x-eyj J0j YoILs JANYSE) | HT

: = ) - - . - = = z . = s .mﬂw_u 0} y[em Jowolsn)) | €7

2 8 5 ; s 5 - E = E - . ade101S | 2

= 19 = 19 . €9 5 9 . 68 . LS Q.d Jop duryred ayy oy oAl | 1T
8'6 = 01 = 11 = 6 . 6 . 01 z " Lip pue ysepy | 02

- t'ch - Ly % b = ¥ cr - - T,.__va1e SUTSEALaY) 01 2ALIp JaAQ | 61
96 s 9 . 9 * < ¢ . 9 3 == sty 3yl Yooy 00 | 8l
8'¢ - 4 - |4 i 14 = - £ ueyd pajep ojuuoy apw I | LI

y'8¢C 2 9 . 1€ § 2 6T 5 pup; 10 suIduad aguey) | 9]
Z¢ : < - + - :03.pue I 1q TI0 auigua dnyarg | <[
Z8 s L z 1 ‘o x«mme%_msu Jo Kupenb pue aad) oy 10odsuj | p1

. 361 - 1z - j D 1 18-JouI0)SN) 0} yodsuel] | €]
9¢ | - € - : v o= sjpodnyd | 1

- L - L - JIoys sy o1 ylem | 11
Z¢ N < p = ™ N0 Jur 12WO0) 10J NEM JIUBYRN | 0]

. : N = _ mn 19pIO 2Y) AAIR0YY | 6

- v | - €l L TS8P V'S 01 Youq e | 8

[4 - 14 : Sl : ! o Jud 1ap1o ay) 1oy ey | L

- =T . <l s - c - 6 y (% rom 0} y[em Jowojsn) | 9
Ze Z < = € - t - ¢ - ¢ - y 1,835 2] SuLIAGY puR IOWOISN) 19315 VS | ¢
¥e . € 4 (4 . ¢ 3 > 4 IV T) = oAl o> mIapNRd | ¢+

- 9T¢ . €5 - 139 = 6v . LS 5 Jewe3 oy oy oALIq | €
8l - 7 . [/ - 1 § [4 . [/ = g@:& 05 eM | ¢

= . = . £ - = = g § - E I /1300 [nd owoisn) | |

SRR TIR




156

DATA COLLECTED DURING SEPTEMBER 04
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SUMMARY & RESULT
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E-1: QUESTIONNAIRE FORM

BEFORE
AFTER

Please write X in the selected block.

1. What is your opinion in overall time use since you arrive till have your car back?

[5] Very fast [4] Fast [1] Very slow

[5] Very fast y [1] Very slow

[5] Very fast ’ | [1] Very slow

8}
g
=

<
=]
=
=]

[5] Very fast p e TN [1] Very slow

JH'—‘H—.'I i e
[5] Very good |3} Moderate [1] Very bad

[5] Certainly [4 JMight come back m [3] uncertain
[2] might not cofheshack [1] Definitely no

AUEINENINEINT

Will y 0u introduce your relaouves to purchase or use semce at Benz Talingchan

ﬂmmﬂ‘ﬁmmwam

[2] might not introduce  [1] Definitely not

8. What would you rate company for the effort in trying to impiove the
management?
[5] Very good [4] Good [3] Moderate [2] Bad [1] Very bad



E-2: SAMPLE OF EVALUATED FORM (BEFORE)

CUSTOMERSU

Please wiite N i the sciected block.

Lo What is ¥Gar opiion in oyel

[3]Very fast

ale ){l Slow 1] Very siow
2. How do you feelsath use for on int out?
151 Veny as A3 M 1 [1] Very slow

M) Very siow

f‘.».'i Very slow

&

(55 { (xmﬂdu.ﬂ toderale | " (1] Very bad
o 1'

3] ateurtnn

e seivice at Benz Talingehan

F'a' famn
|

S, Wha \\uuld \ou rate company for the cfiort in (rving fo improve the

man: l!‘L

ﬂﬁﬁ‘ﬁ?‘lﬂmﬂﬂ‘lﬂ‘i“’
W’]Nﬂimﬂﬁﬂﬂmﬁﬁl

160



E-3: SAMPLE OF EVALUATED FORM (AFTER)

crate |2] Slow [1] Veny sicw

9
g
=3
=]
=
<

[V Very slow
[1] Very slow
[1] Very sl

[H] Very but

6. Will cOy
|¥] Certair > 13] uneertionn
12] mrghi not <0 ":_-3.;‘3‘.&"

se service at Beny Luiinzchan

> B
ol 14

b CrTiin
i
- |"'
- |
8. What would vou ruie company for the eflort i tving 1o ampeae e

manageel

flu e Sy an -
ARIAIN TN INEINE
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SUMMARY & RESULT

g

3 M
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E-4

A 2

¢

ENINEINI

Customer

10
i1
12
13
1

4
15
16
17
18
19
20

22

23
24
25

o/
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F-1: WORK ORDER FORM

ludadan OBNO.E
TOP B
WORK ORDER e
DATE
Anuneuinga TIME

CUSTOMER NAME

TEL

) : a oA
MODEL ( inmsuinng

CHASSIS NO. (18 15n13) LEAGE (1a7lnd) | DELIVERY DATE (Tudanausn)

Fuel JACK TOOLS Urzdnwus

LINE NO.
Y]

.. |

A

AULINENINYINT

FERINIUURIANGAY
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F-2: ORDERING PARTS FORM

PENTEX TEL 0-2712.1629-30, 02712-2899.900 FAX : 0 2992 0449

00°A3Y 610-dS-Hd

(INNOD2V) mmu\_.._

uHieLe agl | nesscse

Y

v

'V rsy.
N7 =
5:\\\\\\\\\“\\“ Y

:?///Aﬂ!.: |
: —r///?‘

BN
MRCAIALIAY I

3 P
3 e
X P S | (S O B e e Yo a s ]

1, il
e

wl—————ﬁ——_‘_’.

=

OOV 9ESE

"ON B3ISIO3 PRALRAGIAL

|
S 0
g T

.—uxrn@v%:r

RIANNTUARIINIAY
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F-3: RECEIPT FORM

G e e
Tuasa5uEN
(Lilslunnunni)
C il NO: |
)
renansaamiluga i
CUS. CODE | 1aaitluds ORD: NO. | tnafidnada rer. NOL |77 Sufl pate !
AW TELEPHONE T [UrnnmIMORDIYPE|  AVUmTIZ TERMS
| amuihiu silawmnuares o Foruiiraun : 5 MATiouaY E —— {
FTEM |BIN LOCATION PART NO. L. pART UNIT PRICE . | 2 REMARKS |
B 1
!
01
o2
03
|
04 " \
08 g - ’
o dhda |
[ . L ™ P S |
- - 1
07 - I
!
i
08 e i
——
o iy ;
. = :
10 £ " ;
1
|
" 1
12
TR TR ST -
g3 | messesu —
PRI .' e
miya; s l
(5") Aiwda) (T VALUE ADDED
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