“ Customer satisfaction has universal application

( Service Productivity )
!

( Process

Control Planning ) 4 QFD
41

L4 QFD ?

4
L ( Customer Friendly Service )
2. ( Customer Databases Control )
3. (Senfice Quality Analysis )

(Service Quality Audit)

4, ( Employee Support Service )
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411 ( Customer Friendly Service )
I
I
I (Automatic Service )
Computer
Computer 1
Specification
Vehicle Selection 41
I
/
Internet

(Sales Channel )
I Claim / Complaint

2. XXX
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2544
(One Stop Service )
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( Feasibility study )

0

/
( Monte carlo )

QC
QC

QC

( Statistical Process Control : SPC)

( Simulation )

(Mutual Benefit )
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412 ( Customer Databases Control )

( Customer Database )

( Information Sharing ) “ Clientele “
Epicor software corporation CPU
133 MHz RAM 32 MB Hard Disk 80 MB
Microsoft Windows 95 1 256 1024*768
I ( Sale Configuration Setup )
( Sale Teritory ) ('Sale Milestone )

( Sale Quotas )
( Sale Action Plan )

2 ( Sale Milestone ) 7



Seq. Milestones

1
2 /
3
4
5
6
7

3

4

o)

Milestone

1 1,500,000
2 2,000,000
3 750,000

Transaction )
( Prospects Lists )

Confidence

0.00
0.10
0.25
0.50
0.75
0.90
1.00

Milestone ( Confidential factor )

/

( Marketing Database Record )

109

Description
/
/ Spec

( Pipeline Control )

150,000
500,000
675,000
1,325,000

( Marketing Program

(Marketing Activity Transaction )
( Competitor Detail Data )



Software
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(Lead Entry )
4.2

43
Computer



Yingchol
YINGCHOL
YINGCHOL
YINGCHOL
Yingcho

DAY 1
Day
DAY
DAY

Day

4.2

ABC Company

A COMPANY

BKK
Bangkok
BANGKOK
BANGKOK

Bangkok

Computer

10210
10200
10210
10210

10210
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Computer
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413

(Service Quality Analysis )

(Service Quality Audit)

41-48

1
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41

3



Sensor

Computer



4.2



4.3

Update
Computer

Computer



Fax

4.4

Fax

Fax

Vi

Fax

Online
Fax ! /
Computer

Computer

Computer
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4.6

Computer



4.8

4.7

( Pre Delivery Inspection )

Computer

Chassis
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414 ( Employee Support Service )
Service mind
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4.2

QFD
3
( Process Planning ) 4
L ( Customer Friendly Service )
2. ( Customer Databases Control )
3. (Service Quality Analysis )
(Service Quality Audit)
4, ( Employee Support Service )

4
( Production Operation Planning and
Process Control )

4.9



Book
Word

+ Customer Database

Control

+ Customer Friendly

Service

+50S. SQA

+ Employee Support

Service

+ Customer Database

Control

+ Customer Friendly

Service

+SQS1SQA

+ Employee Support
Service
+ Customer Database

Control

+

Software

SPC
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Automatic Service

Password

Computer



Control

Location

4.9

Fax

Book
2
Computer

+ Customer Friendly

Service

+SQS1SQA

+ Employee Support

Service

+SQS1SQA

+ Employee Support

Service

+ Customer Database

Control

+50Q8S.50A

no.

124

Run

Computer

Fax

Www

Chassis no. Engine no
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+  Book control + Customer Database + Computer
+ Control On line
+ + Customer Database +
Control Transaction
Balance « (Salesman
+ Allocation )
+ Customer Friendly + Service mind
Service Communication skill
+ +
+ SQS1SQA +
+ Employee Support + :
Service
+ + Customer Friendly + Claim
Service Complaint
+
+ Individual
Meeting
+
+ + SQS1SQA +

4.10
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1 (Analytical Hierarchy Process )

Expert Choice

Thomas L.Saaty Wharton school

3 44- 47
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Expert Choice: C\ECPROIABC u?mm CToIX1

6~ Help

WmMSI roierar CSSFIM
fTt

44
AHP



Expert Choice. C:\ECPRO\DEF
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Expert Choice: C:\ECPROICDE PUfIO
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Expert Choice: CAECPRO\EFG
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Service Quality Characteristic

. 2543

411

411
Indicator

Evaluation By Questionnaire
Evaluation By Questionnaire
Amount of Money
No. of New Themes
Evaluation By Questionnaire
Evaluation By Questionnaire
Evaluation By Questionnaire
Evaluation By Questionnaire
Evaluation By Questionnaire
Mistake Rate
Evaluation By Questionnaire
Evaluation By Questionnaire
Evaluation By Questionnaire
Evaluation By Questionnaire
Complaint Rate
Evaluation By Questionnaire

4.12

131

( Bias )

Formula Result

(Good-Bad)/Total  0.60
(Good-Bad)/Total  0.60
Amount of Money  9.00
No./ Month 2.00
(Good-Bad)/Total ~ 0.80
(Good-Bad)/Total ~ 0.80
(Good-Bad)/Total ~ 0.80
(Good-Bad)/Total ~ 1.00
(Good Bad)/Total ~ 0.60
No. / Customer 0.00
Good-Bad)/Total ~ 1.00
Good-Bad)ATotal  0.80
Good-Bad)/Total ~ 0.80
Good-Bad)/Total ~ 0.80
No. / Customer 0.06
(Good-Bad)/Total  0.60

(
(
(
(

2543

2543



Service Quality Characteristic

412

12

04
0.8

15

10

0.60
0.60
15.00

0.40
0.60
0.80
0.40
0.60
0.05
0.80
0.60
0.40
0.20
0.08
0.40

0.6
0.8

0.60
0.60
9.00

0.80
0.80
0.80
1.00
0.60

1.00
0.80
0.80
0.80
0.06
0.60

10

12



8%

16

10

5%

04
0.6

10

0.2
0.8

0.8

10

10

12

10

10

0.6
0.8

5%

133

04

10

10

04
0.8



134



4.3
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4 QFD
( Customer Friendly Service )

QC
( Customer Databases Control )

(Service Quality Analysis )
( Service Quality Audit)

Check sheet
(Employee Support Service )

Expert Choice
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12

Time metering rate 1

, Check sheet



QC

, Check sheet
Human error

Transaction ,
, Check sheet
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10.

11

Check sheet

Check sheet

QC,

138

19

Check sheet
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12

100 % ( Dynamic )
/ ,
Quality is a moving goal line

4
1 (Plan)
2 (Do)
3. (Check )
4, (Action )
' 2 (Immediate Remedy )

( Prevention Against Recurrence ) 2



PDCA
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