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This research is a customer satisfaction improvement on quality by using benchmarking process in the iron foundry
plant. The main objectives of this research are(l) for searching critical success factor at responding customer Satisfaction on
quality for sample company (2) increasing customer satisfaction on quality by using benchmarking technique for improvement
customer satisfaction. This research uses 2 categories of benchmarking technique to be the performance benchmarking and the
competitive benchmarking because of using both of benchmarking categories to be one of benchmarking technique which give the
highest benefit. The benchmarking process is divided five procedures so on (1) Plan (2) Search (3) Observe (4) Analysis (5)
Adapt which Plan , Search and Observe procedures take into Quality Function Deployment (QFD ) in four phases form to
apply with these procedures. QFD in four phases form used only the first phase which is Product planning matrix for finding
customer requirements on quality and benchmarking on quality between sample company and competitors. The competitor
companies in this research have two companies tobe company B and company ¢

The research result can conclude that quality items have five items that must be improved when compare with
company Band eleven items that must be improved when compare with company c. And then finding the relation between
improved quality items with technical requirements that effect with those quality items and improve technical requirements at
missed target. After that quality improvement issue questionnaire to customer for assessment customer satisfaction on each quality
items by having conclusion of customer satisfaction level therefore as

(1) Five improved quality items when compare with company B have four items that customer satisfaction marks are
higher than company B and one item that the marks are less than company B which this item must make improvement to be
continued.

(2) Eleven improved quality items when compare with company ¢ have four items that customer satisfaction marks
are higher than company c 1 five items that the marks are same as company ¢ and one item that marks are less than company ¢
but having one item that does not be assessed the result after improvement.

From the research result after improvement meet that other quality items have the different marks between sample
company with company Band c to be less than previous improvement time. But the sample company’s marks have been higher
than company B and company ¢ yet. Sothat those items should be improved to be continued because it i continuous
improvement as the benchmarking principle. By having nine items should be improved when compares with company B and
four items should be improved when compares with company c.
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