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# # 6480029720 : MAJOR LOGISTICS AND SUPPLY CHAIN MANAGEMENT

(INTERDISCIPLINARY PROGRAM)

KEYWORD:
Chanattha Kanathong : Improving Customer Order Processing: Case Study Of
Freight Forwarder Company. Advisor: Assoc. Prof. SOMPONG SIRISOPONSILP,
Ph.D.

This research aims to improve the order processing process of the sea export
department of a freight forwarder company that focus on shipments with the FOB, EXW,
and CIF terms. The investigation begins with the process mapping using the flow chart
and IDEFO methods to thoroughly identify all key activities involved. Additionally,
through a questionnaire survey related employees and customers are asked to identify
problems encountered. The research finds that the three most significant problems are
1) the discrepancy in the sales cost and the shipping invoice, 2) the delay in correcting
or confirming the bill of lading, and 3) the errors in booking confirmation. Fish bone
diagrams are used to analyze the root causes of these problems. Finally, initiatives
developed under the ECRS (Eliminate, Combine, Rearrange and Simplify) framework are

proposed to improve the processes.
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