CHAPTER I

THEORETICAL ASPECTS AND LITERATURE REVIEW

2.1 Strategy

There are a variety of formal definitions for strategies, but everyone fundamentally
agrees that a strategy is the answer to the question, “how?” Strategy is defined as a

comprehensive action plan, which i long-term direction for an organization

als with sustainable competitive

While, Professor J.B.Qui s: - “The pattern or plan that
integrates an organizatio ion sequences into a cohesive
whole. A well formulat helps 40, mars allocate an organization
resources onto a uni lable. sture ; its ive internal competencies

By combining these two defi
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organization’s strengths and weakness with opportunities and threats in the
environment. (John R., 1996)



2.2 Strategic Management

W.F Gleuck (1980) defines strategic management as a set of decisions and actions,
which leads to the development of an effective strategy or strategies to help achieve

corporate objectives.

Schermerhorn (2002) defines strategic management as a process of formulating and
impiementing strategies to achieve long-term goals and sustain competitive

advantage.

While, Higgen and Vin@ a@eﬁnition as: - “the process of
- T ——

hile, managing the relationship

managing the pursuit ©
of the organization to.i espect tc its environmental

stakeholders, the majo J 1S internal a external environments that are

By combining these d b St i iC the process of formulating
and implementing strategies o s * S voals and sustain competitive
advantage by managmgrth S0 on’s mission and managing the
relatlonshlp of the orgamzatlm ent, especially with respect to its

2.3 Strategic Managﬁ;en 5

The strategi f ents, decisions, and
actions requ @ﬁmﬁﬁw ﬁﬂn’lﬂ‘iss and earn above-
averiﬁ returns (Hitt and Ireland,
ARSI iwn'm JupH

Fred R David (1986) describes the strategic management process as an objective,
systematic approach for making major decisions in an organization. Strategic
management is not a pure science that lends itself to a nice, neat, one-two-type
approach. Rather, strategic management is an attempt to organize qualitative and

quantitative information in a way that allows effective decisions to be made under

conditions of uncertainty.
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Strategic management is successtul with organization, even those operating in
environments of hyper competition, achieve sustainable competitive advantage and

earn above-average returns. (Schermerhorn 2002)

2.4 Level of Strategy

There are three levels of strategy in organization: corporate strategy, business

strategy, and functional strategy. (Flgure 2-1)

Corporate
Strategy

\
Division 3

Business
Strategy

Human
Resowc

Functional
Strategy

Figure 2-1: level o ; g g chennerhom 2002)

1. Corporate St y - A corj te strategy erm direction and guides

resource alloes :
scope of oper. _ategic question: “In what

industries and markets should we compete‘?”
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down to the heads of the buginess units whesmust translate thése into specific

by 65 bsies b 9 ke Ko b s isiness it o

%roduct line. It describes strategic intent to compete within a specific industry

or market. The selection of strategy at the business level involves answering
the strategic question: “How are we going to compete for customers in this

industry and market?”
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3. Functional Strateey - In a traditional organization business unit or divisions
E8Y

might have been organized based on their function. Each division wouid be
responsible for supporting all the products or services offered by the company.
The organization would then need a strategy for each division, known in this
case as function strategies. It guides the use of organization resources to
implement business strategy. This level of strategy focuses on activities
within a specific functional area of operations. The strategic question to be

answered in selecting functional strategies becomes “How can we best utilize

resources to implement our%‘ f//ntequn

2.5 Strategic Manageme‘nm B@nc@

The BSC was introdue{ " _ tools. The purpose was to

i intangible assets. The BSC is to be

allow organizations to

used as a supplement to easures performance from

three additional perspectiyes; Ti} f ernal busine ocesses, and learning and

rely on the short-term financial resu of the company’s progress. It
= —

brings in other indicators that Jpr'ﬁp?iﬁi in b,{,__ ion about how the short-term results
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have affected the log -term strategy

Kaplan and Norton stﬁd'i
2):

es t@r new processes (Figure 2-
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nd eventually agree on, a means of achieving the goals of the company.

2. Communicating and linking is a process that facilitates the communication of
strategies throughout the entire organization. Departmental and individual
objectives must be aligned with the strategy through evaluation procedures

and incentives. To have goal congruence between the individual employees
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and the company, scorecard users engage in three activities: communicating

and educating, setting goals, and linking rewards to performance measures

which are in turn linked to the overall strategy.

a)

b)

Communicating and educating is achieved by maintaining policies that
ensure all employees are aware of the strategies of the organization.
Also, it is important for the lower level employees to be able to

communicate upwards about whether or not the strategies are realistic

o change employee’s mind-set.

< elated to the goals are achieved
e ——

is simply a card that has

ives, measures, and targets.

MeANs 0 inking zewards to financial performance is

; — o
that it takes a more hofistic at the organization. It ensures that the

S "Ejf'.-_." A

im'ewarding this behavior.

¢ o o/
3. Busin gngj i ﬂm?IﬂyTﬁﬁs with the balanced
scorecagd. le?t ecard, “busi s will ‘infégrate their strategic

d:ﬁ“ﬁand budgetin pro&sses. This makes sure that th€.budgets support
at

o4 o hel cosh. e Wsers o dgrdcnt i measures ta

present each of the four perspectives, and then set targets for each. Then

they will decide which specific actions will help them in reaching those

targets. Using short-term milestones to evaluate the progress toward the

strategic goal is what results from using the balanced scorecard.



12

4. The fourth, and final, process is feedback and learning. With the balanced
scorecard in place managers can monitor feedback and relate this to the
strategy. The first three processes are very important, but they demand a
constant objective. Any deviation from the plan is considered a defect. By
adding the feedback and learning process, the scorecard becomes balanced by

providing real time information to enhance strategic learning.

Translating the
Vision

W%

Communicating |

and Linking ? L

Feedback and
Learning

sde f A | = Nl
Figure 2-2: Managing ﬁ‘?it;ég}/ ir Processes (Kaplan and Norton. 1996)
FY e

organization strategy |T ‘every fur n setting objective of each
function with working toward to the organization strategy (Kaplan and Norton, 1993).
As stated by l‘io i 5 agement technique
translates orﬁilﬁfﬁs nﬂﬂhﬁz Iﬁ:ﬂmﬁd to evaluate and
benchmark the performance of each function or very.detail as eachperson perform.
FRIAINIUUNINYIAE

The baﬁnced scorecard enabled companies to track financial results while monitoring
progress in building the capabilities they would need for growth. Therefore, the BSC

allows managers to look at the business from four important perspectives and it

provides answers to four basic questions as follows: (Figure 2-3)



How do customers see us? (customer perspective)

Many companies today have a corporate mission that focuses on the customer.
Therefore, how a company is performing from its customers’ perspective has
become a priority for top management. Most customers’ concerns tend 10 fall
into four categories, which are time, quality, performance and service, and
cost. Therefore, at this perspective, customers’ satisfaction is measured based

on the four categories.

What must we excel at? (I %" rspective)
. § ] J )

ﬁ -
Customer-base inent must into measures of what the

company mu its et > expectation. Therefore,

managers nee : _ ' operations that enable them
to satisfy custome 4 e _- ’ for the balanced scorecard
¢ the greatest impact on

customer satisfacti | 1 ect eycle time, quality, employee

Due to the r. diy ] oniiient of competitive market,

intense global competmon requlres that companies make continual

z:;:ﬁuﬁ“ammm T4 R

b aohton ﬂﬁmeil %?@M&ﬂ d

Financial performance measures indicate whether the company’s strategy,
implementation, and execution are contributing to bottom-line improvement.
Therefore, typical financial goals have to do with profitability, growth, and

shareholder value.



How Do We Look to
Shareholders?

What Must We Excel
At?

How Do Customers See
Us?

Figure 2-3: the B2 ca X nce Measures (Kaplan and
Norton, 1992) | \

2.7 Critical Success Factor

rank. By concentrating major i on a single strategically significant
oy .-' ia -

function, become rﬂly gooé ’J com{ ive at em move to consolidate a

om exception, began by bold
deployment of strategles based on Critical Success factors.”’(Kenichi Ohmae1983)

Rockart (19‘@| M (;H! Zl ﬁ Y] ﬁcﬂ asf])n i)r any business, the

limited number of areas in which results, if they are satisfactory, will ensure

SVl b s o b s

where qT’hmgs must go right” for the business to flourish. If results in these areas are

not adequate, the organization’s efforts for the period will be less than desired.”

As a result, the critical success factors are areas of activity that should receive

constant and careful attention from management. The current status of performance
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in each area should be continually measured, and that information should be made

available.

In practice the technique involves interviewing individual managers in order to
establish those factors that are critical to achieving organizational goals. The
interview then proceeds to identify key information needed to ensure successful
performance in these areas. An assessment is then made of the existing provision of

information. Information that is irrelevant to the critical success factors should be

‘rff ew systems need to be put in place.
2.8 Key Performance In

\
Generally, KIPs is us ibe i Mhamcten'sﬁc designated to

measure input, output

questioned. Where information is

KPIs are linked to a b nsist of anything else that is
deemed critical to a com measure the progress that the
company is making. In general, every 1l have a target value that may change
over time. The actﬂ value 6?‘5?;%15’_ , o the-target vaiue to determine
how much progress has bee towards achieving t usiness goal

b
2.9 Definition of Qu;

Several gum@au ZJ) a nﬂnﬁj “ ﬂ:ﬂlﬂjﬂm the reader must

B A degree of excellence - The concise Oxford Dictionary

e The totality of features and characteristic that bear on the ability of a product
or service to satisfy a given need - British Standard 4778

e [Fitness for purpose - Dr. J. M. Juran
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e The total composite product and service characteristics of markelting,

engineering, manufacture, and maintenance through which the product and

service will meet the expectations of the customer - Dr. A. V. Feigenbaum

e Conformance to requirements - P Crosby

2.10 Continuous Improvement

Continuous improvement, erea owth-and_improvement. It does this by
keeping a business foetise . goa S rities. Although continuous
improvement is steady, " ean/ pro ‘gquantumn . leaps’ when cumulative
improvements ‘synergizé’. /This simply. ‘means ‘that. the sum of all the small
improvements can catise found net effeet s ater than the sum of all the small

improvements.

The following are some ke fs-when 2t your continuous improvement

plan:

1. Continuous means ongoing. Th

2. Once a yearhave a ' ess Outsiders can often see

i
o ‘mnﬁ;ﬁmﬂ‘mﬁh e
IR comgpray o e 4

‘Do not try to do it all at once. Set up a plan and do it in stages.

what you can

6. Try to work on two or three top priorities. Working on more than that can

diffuse effort, energy and resources.
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7. Celebrate, acknowledge and reward accomplishment. This creates a positive

environment for improvement. By creating a positive environment for

improvement you can get employee participation.

8. Bring up continuous improvement issues in your production and business

meetings.

9. Make certain your improvements involve your customers. Focus on delivering

increasing value. This means getting regular feedback on how your business is

performing and what your nt and need.

10. Look for breakthrou the added benefits of continuous
improvement is:

W q:lall improvements can turn
out to be major 1im . Often these throughs are not known until

_obk for them. This is a real

11. Develop a ¢ rks for your business. Do

not copy with \3 business may not work for

another.

12. Look inside your i ion and best practices. Competitors

can often show you a better way If use it!
y vway If it wo

13. Use a cost- en etit analysis 1t you have di itticult 4 - 2 priorities.

14. Look outside gur industry to see what other imﬂm’es are doing. It is likely

you will find more improvement ideas outside your industry than in it.

s on B LA B3 TV A

business culture. Set the exarfiple and your people will follow.s

AT ARSIAANEALL e e

idea behind continuous improvement is constant focus. By focusing on your business

you can not only find out what is wrong but how to improve it. Continuous
improvement can give your business a long-term competitive advantage. Lies at the

heart of the continuous improvement philosophy are ongoing four stage activities to
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get from ‘problem-faced’ to ‘problem-solved’, which is referred to as PDCA cycle or

is also known as the Shewhart cycle and the Deming cycle (or Wheel).

PLAN far changes o t DO changes ux a small

hring about brprovement scale (st to trial them

Customer/supplier mapping )

;lw:hmmg Snan—po; Ia,den&z s'h!ls
arelo enalysis enmenl degign

Brainstonnng Cornfhct tegolithion

Naminal group technique On-Job truning

Jolution/fault tzee

Evalustion malsix

Cuause & Effect diagrams

ACT to get the CHECK to'see if
greatesthenefit changes are werking
frum changes and to bwestigate
selected processes

Pirocess mapping Data checksheets
Process standudisation - Geaphicd analysia
Controlled teference information - Conirclchate
Fonnal tratmng For standased g \ Key pedformance mdicalors

Figure 2-4: Evol
1. Pin

2 J i .
a) I ent .teait ‘bsﬁ.‘ns my tealizing there is a need for an

b) Analyze

S N T

Develop a plan with quantifiable measures for improvement.

Q‘W’mﬂﬂiﬂi ANT1INETRE

a) Plan on the scale of implementation/experiment to minimize disruption

document selected process

b) Improvement team implements the plan and monitors progress



3. Check (or Siudy):
a) Analyze the data collected during the Do step, finding out how the
outcome goes as according to the goals set in the Plan step.
b) If the solution proves ineffective, the team reiurns to the Plan stage and

repeat the process.

4. Act:
a) If the measurable outcome proven to be effective, the team update

documents the revised pr pt t it becomes the standard procedure.

that the new standard procedure is

-

b) Perform training a

fully integrate@ '
———

2.11 Problem Solving/ |

The process for solvin b h wing logical and sequential

activities. At each st ;_' 1¢s the / fective techniques that are
believed to be the most e celinique e at each individual stage. The

figure below indicates a

. —
In order to make a sensible stab atimsta
A

Laeilh
ﬂ stages must be fol and.relatively inflexible. The
(% o

reason behind this iftiexibritty 15 rather similar to ail C tality issue that there is no

attempt, the series

easy path and any poﬁ) hortc gative rather than positive effect
on the outcome. Thus best to follow those systematic steI[ logically, for example, to

L]
fully define ﬂﬂ § m‘{ﬂ‘mﬂﬁlﬁ o avoid incomplete
response to i i m 0 ﬁe alsolutién, perform a proper
planning to minimize any possible frouble that isdikely to occur later in the future.

P B D b b ek s

the fi glﬁe), are suggested as a sensible some may not be necessary in situations




+  Brainstorm
*  Define the problem dentify anc
*  Prioritise Select
¢ Set boundaries Problem
¢ Flowchart
*  Cause and Effect Diagram
*  Collect Data
‘(\:';dlsy:: *  Parefo
¢ Histograms
v +  Process capability
: *  Re-prioritise
*  Brainstorm Potential
¢ Benchmarking Solutions
*  Prioritise .
V ¢ Select best solution(s)
*  Force field analysis
*  Solution effect diagram
*  Cost/Benefit analysis
*  Implementation plan

Ensure 'buy-in’

*  Project management .
*  Maintain commitme
¢ Ongoing review

» Monitor results
ontrol
Apply elsewhere?

Document the proce
Summarise lessgns
Ensure recoguition
Start again

Figure 2-5: A'Qua

The problem solving o4n be implemented together with the Quality Circles
S0 i -

(PDCA cycle). The logic behmd the process: ns the same but only the people

take part that changed, Always remem ber the KISS acrahym, it is the principle of

W, LY
“Keep it Simple, ipid! ely désign suitable analysis to

support the data.

‘ a Q
212 meea Rpabbeattand | 2113 WEI TS
U
¢ o o/
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process being studied or even used to plan stages of a project. Flow charts tend

to provide people with a common language or reference point when dealing

with a project or process.

Four particular types of flow charts have proven useful when dealing with a

process analysis: top-down flow chart, detailed flow chart, work flow
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diagrams, and a deployment chart. Each of the different types of flow charts

tends to provide a different aspect to a process or a task. Flow charts provide
an excellent form of documentation for a process, and quite often are useful

when examining how various steps in a process work together.
The following steps should be followed when flow charting a process:

a) Clearly define the steps in the process from beginning to end.

ecision

‘ RO
FJJUE’J%EI{W]@WMI‘W

VLB TR IR e

2003)

To support improvement activities it may be necessary to go to a further level of
detail in describing the process. This would involve using an extended set of symbols
to define the type of activities occurring in line with the categories identified in Figure
2-7 below.
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O Operation

Inspection

Transport

Delay

I
D,
N Storage
[j -l 1

\ ent
] ow ‘wmb@magemem & Techniques, 2003)
ime : m

ent technique designed to

2. Work measur.

establish the ti out specified elements under

Management, establishe : r

o :
B ,5"".- o I

recognized hzf_s’llthe Taylofsﬁféﬁnfor_Ms eorem placed an impact

days, which has ce crica’s Fortune 400 companies.

Taylor was a per}‘ectionist, always looking for the “one best way” to do job.
o

Taylo t U rd re work is to be
invest@ﬂ}rrsc ‘ ﬁﬂnﬁ ;ﬂﬂnﬁljﬁmles and formulate
governing the best methods o6f working and-to establish what.constitutes a fair
Sl bbb 8 o e o
%escribe workers, who were just doing work inefficiently (no rate-busting).
Time study rate system — a “scientifically” recruit, hire and train, in search for
the fastest worker or specialist, who is known as the fastest “rate-buster”.
Taylor would then examine that person’s movements on the task, suggestion

toward eliminating unnecessary movements would also be suggested, which

was timed. The speediest rate performed by this particular “first class person”



23
(specialized workman) set the highest standard of that task, which then made

other workers accountable for it (allowance for adjustment on the newness to

the job, rest period, and unavoidable delays).

Many years of his employment experience as a manager and as a consultant, at
Bethlehem Steel he achieved a 200% increase in productivity with only a 50%
increase in wages. The work of Frederick Winslow Taylor legitimized the use
of inspectors to ensure adequate quality of finished product. Taylor was the

father of Scientific Manag s theory was to emphasize on work output,

labor efficiency, and h otlon and time study.

There are vario sured in order to establish a

standard perf; 3138 1979, asic procedure consists of

=
level of performance) to q@er :
LM

c) A syntlﬁls phase ~in ‘which

complete job B

"o ﬂﬂ%ﬂﬁ%‘ﬁ%ﬁﬂ ‘i

Eliminate — ellmmatlon of unnecessary activities,

Comhbine — combining activities together to reduce activities, time, waste etc.

Rearrange — rearranging activities thus facilitate discrimination

Simplicity — reducing the number of operations, reducing or eliminating delays

and storage or minimizing transportation (Work In Progress)
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4. Cause and Effect Analysis - Kaoru Ishikawa the Japanese pioneer quality

management processes in the Kawasaki shipyard was the developer of the
Cause and Effect diagram, which he became one of the founding fathers of
modern management. Various names that cause and effect diagram are
commonly called: Ishikawa diagram, fishbone diagram or Ishikawa fishbone
diagram. The diagram helps to determine the main causes and sub-causes that
have resulted in an effect (symptom) or quality problem such as defects. It had

been used as management aiding tool to trace customer complaints, which

that were involved. However, other
&cular defect are left out from the

track down directly to th

o~

operations that have

diagram for that de

—— EFFECT

The constraci inoram involves an analyst identifies all the major
categories 0 ? m. Causes in a cause and
effect diagranﬂre frequently arranged into these our default major categories;
howev. }i be Mthm For example, the use is with
manuéjmﬁ \ﬁo ﬁ E‘;Ia’r:](n ersonnel) methods
proces!%s) machines, and,,matenals the use is with stratlon and

G}%Wﬁﬁfwﬁw}@ il ﬂ d
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WHONG

POOR TANE

DRMNG HABITS GAS

PEOPLE MATERIALS

example under e suspected causes may be

“lack

”»

jon”, and “absenteeism”.

listed

he analyst to identify and

update the cha auses became a nt. The process of constructing a

cause and effect/diagram calls- mana “and worker attention to the

cast five times in @ row in

: wards the root causes of a

particular problém or si iag@n. This method of asking
5 : - :

Why? Enables the age]yst to use hlglxcj order thinking skills that cuts through

AN INE NS
ARAIN TN

which it helpsto structure braii



26

Team
Daw

Why? Why? Why? Why? Why?

il { f
1 -

|
ol el ooy
e b el Al Ao

b) Ask Why:

problem;
c) Breakdown t
diagram,;
d)

and that a.glyst and the _ﬁa]ysis are satisfied at the

outcome root gause;

-
(NS TRy

6. Pareto’s Principle: The 80-20 Rule - In 1906, the Italian economist and avid
gardener, Vilfredo Federico Damaso Pareto studied the distribution of wealth
in Italy as well a variety of countries in which he noticed an unequal

distribution of wealth in his country and in most countries that 80 percent of
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the land was owned by 20 percent of the population. Pareto later observed this

noteworthy disproportion/ratio applies to other parts of life for example
gardening: 80 percent of his peas were produced by 20 percent of the peapods.
Pareto called this a “predictable imbalance”, which over time this concept
became better known as “The 80:20 Rule”, “The Pareto’s Principle”, and “The
Pareto’s Law”. Dr. Joseph Juran, who recognized this universal principle
while working in the US in 1930s and 40s, he called this “The Vital Few and
Trivial Many”. This principle of 80:20, the inverse proportion is shown below

aller first part increases to the larger

by a simple symmetry, where
second part as shown by the shaded afeas. Ones might quibble about the 80:20

ratios (80% to 20%) itmay S
E—— ——
' d-and that being two individuals are

or 90:10, the most important
concept of this

inversely prop

Figure 2-115:& simple sym:rr'ﬁe _ ' e 80:20 ratio

7. Mean, Mediaigmd 0 metic @an is used to describe the

middle of a set of data that does nqu;ave an outlier, where outlier is a data

value ﬂ u@h’ggﬂ ﬁ] W@Wﬁ@{ ﬁfjralues in the set. By

calculafing the mean of a set of data, you take account of the data spread.

@Wﬂeﬁﬁﬂfmﬂm’?ﬁﬂ’m”ﬂm

Mean = Sum of the data items / Total number of data items

Median is the middle value in a set of numbers when are arranged in order

from least to greatest. Median is usually used to describe the middle of a set of
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data that does have an outlier. The median provides statisticians with a quick

way of estimating the average (arithmetic mean).

Mode is the number/value/item that occurs/appears most times (also called as
frequency) in a set of data. Jt is possible for a set of data to have no mode
(when all numbers appear once), one mode, or more than one mode (when 2 or
more numbers appear most). Mode is often used for so called qualitative data

that is data that describes qualities rather than quantities.

AUEINENINYINS
RIAINITUNNINYINE
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2.13 Literature surveys

Development of performance measurement and indicator:

AHMAD, 1. (1990) proposed the thesis about the development of performance
measurement in organization in order to indicate the low performance and suggest
how to improve it. The performance measurement system that used in this thesis is
Performance Objectives, which weight each factor in order to show the most

important factor for the organization.

KAPLAN AND @Vised a framework “Balanced

Scorecard” for an in ‘ ¢ ‘'measurement system for strategic,

operational and financi
basic questions: How ' 2 er perspective); what must we
learning perspective ? (Financial perspective).

The balanced scorec tell the results of actions

already taken. And it co es with operational measures

on customer satisfaction, al and organization’s innovation and
et )

improvement actlwnes-operatla'ﬁﬁea at are the drivers of future financial

et ".ﬂ"-‘l' oy

e e Y ;

performance.

KHEMTHO 3S :
management system. The result of the system can develop performance indexes in

e makﬁﬂmwﬁw%’w B

KONGSUPAPSIRI P. (2001) proposes the,thesis that intended to present the

develogigh of Gy el Spaiodichbry o rodh 4t He i mprove e

producﬂon planning and key performance indicators in real factory.
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Quality:

KENNETH L. ARNOLD (1994) he suggested strategy for implementation
as: design control; process control; inspection and testing; document control;

corrective action; and delivery.

CROSBY (1979) quoted that the real strength and value of quality

engineering involves learning from the past to make a smoother future. The most non-
conformance problems are preven eparation to prevent problems, the best
sources to information for si % corrective action are through the

observation of actual rejec nal "SIS

parts factory from the

*ff,'\(w\wsearch analyzed into the

tcome of the research given the
studied factory. The form did

control system. After the 1mplemammn N0-NO -conformance on document control
_ L A

(’ i

was found in the neﬁaudlts.

,. :
CHRYSLERQORD,_ ENER/ 94) as part of the quality

management system ey adopted the continuous improvement methodology known

i1 RaiiN kD i RiinN

. Plan — estabhsh objectivesfand processeswnecessary to deliver results in
bk Y oL e
2 — implement the processes;
3. Check — monitor and measure processes and product against policies,
objectives and requirements for the product and report the results;

4. Act — take actions to continually improve the performance of process.
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THANA BOON PRASIT (1994) this research is to improve the quality

inspection system of incoming parts and production processes using a refrigerator
factory as a case study. The author has proposed to designing and improving the
document system used in the quality inspection task, setting the training courses for
staffs and inspectors, and developing the performance indication and corrective action
system. After implementation, the rejection of incoming parts was reduced by 22%
and the quantity of the defective product using the sampling inspection was reduced
by 41%.

Problem Solving:

DALE H. BE

every failure/s, there i

ard problem was that for
use is preventable, and that

prevention is cheap. s the strategy to improve

upon quality:
1. Reduce failure
2. Investin the ‘ri
3. Reduce appraisal ¢ n a statistically sound manner
4. Continuously evaluate and prevention effort to gain further quality

BEN SUTAROM (199 o the development of quality

problem solving metho%s ;r: metal parts pr:d;uction prdcess for the home appliance
industry. He i rWr i :?Tnm) to identify the
cause of eac&mmzlﬂﬁlp a m‘ﬂn r quality assurance.
After implementation, the ercentagé' of defective ﬁducts was reducéd by 81%.
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