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SURATCHADA SKULSUTHIROJ : REDUCING WORKFLOWS OF SALES
SUPPORT DEPARTMENT BY USING KAIZEN CONCEPTS. ADVISORY COMMITTEE:

PAIROJ RAOTHANACHONKUN, D.Eng. 2020.

The objectives of this research are to: 1) study the current working process of Sale
Support Staffs worked in Sales Support Department in order to find out the causes, and problems
of delay in submitting quotations, and errors occurred, and 2) propose proposals for improving
work efficiency of Sales Support Staffs by adopting Kaizen concept. From the objectives of the
above study, the Researcher has conducted the interview with relevant staffs and investigate each
step of work process, including analyzing the reasons and problems occurred in the work process
by writing a flow of work process (Work process diagram) in order to identify significant
problems in the process to be used as a guideline for work improvement. The Researcher also
analyzed the problems by repeated questioning in exploring the relationship between causes and
effects (5 Whys analysis). The analysis results found 2 (two) problems arising from work
processes. First problem is about work processes redundancy, a wider scope of work and
unnecessary. The company has more document forms which over the necessity and that made the
Sale Support Staffs to spend too much time in preparing relevant documents. In addition, the
work order of the company is focused that each Sales Representative Staffs is required to
complete work on documents individually which cause the work to be bounced back to be
rectified until the required information to be specified in the relevant work documents are correct.
Second problem is that Sale Support Staffs are lacking knowledge and experience in direct field
resulting that there are problems in asking for the quotation from foreign agents because Sale
Support Staffs provided insufficient and incomplete details of information required by foreign
agent, i.e. not specify time and unclear requirement. Moreover, the Sale Support Staffs spend
most of their time on paperwork and forms which are unnecessary, and it results that the Sale
Support Staffs have not much time in reviewing the accuracy of the quotations. From the above-

mentioned problem, the Researcher therefore proposed a solution to the problem by making



standard document forms whereby having the employees to get involved to insert information
relevant to their work and using ECRS principles to improve work processes by reducing,
eliminating, simplifying and re-arranging processes that do not create value, including providing
training to existing Sale Support Staffs and new Sale Support Staffs who do not have direct
experience in this field to enable them to understand the customer’s request for a quotation and be
able to forward the request for the quotation to the relevant stakeholders for further processing so
that the quotations could be proposed to the customers accurately and quickly. The result of this
research found that the company was able to reduce the problem of opportunity loss to close the
sale that arises from delay in submitting the quotations, counted to 21% in December and 13% in
January 2020 respectively. In the first 2 months after the improvement, the problem on delay in
issuing the quotations still remains, but the number of such problem is less than the past the when
compared to the period before the improvement. Therefore, the problem analysis and work
improvement guidelines provided, which were already executed, can be demonstrated that it

could solve the problems according to the objectives targeted.
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Part A

Standard Shipment [Regular shipment] (]
Spot Shipment [One-time shipment] X
Cross Trade [Thailand not involved] (J

Quotation Ref. No.: XXX

Freight By RN X By other O0:
g:‘::::; By RN: Own Team [0 Subcontractor X By other [J:
Pre-Carriage By RN X By other [I:
Freight Details
Master BL Prepaid & Collect O Original Required 0  Surrender X  Sea Way Bill O
House BL Prepaid @ Collect O Original Required 0  Surrender @  Sea Way Bill O
Direct Master BL | Prepaid O  Collect O Original Required 0  Surrender O  Sea Way Bill O
Place of Receipt Laem Chabang Incoterms CIF
Port of Loading Laem Chabang Frequency Weekly
Port of Discharge | Jakarta Commodity Fastener
Place of Delivery Jakarta Volume / Weight 4x20'dc

Suggested Carrier: SINOKOR

Alternative: ONE

Carrier Service: Direct ® Indirect O Max transit time: 5 days
Fixed departure day needed: Free time:
DG Cargo Yes O SDS/MSDS avail. Yesd NoO |NoX
Insurance By RN O By Customer [J
Customs Clearance Details
Customs Fee By RN X By Customer [J
Exporter
Registration T i
Add RN as Broker | Yes X No OJ
Type of Entry ZOI X 19BISO BlueConnerdO EPZO BondedOd DutyPaidd Other
Type of Form FormAO FormDX FormEO FormAIO FormCO (O Other O:
Insurance Yes & No OJ
Insurer and Pls indicate : Tokyo Marine insurance |ICC Clause A
Premium Premium 0.25% of 110% insured value.
Pre-Carriage Details
Manpower Yes O How many: No X
Main Haul Yes O No [OJ

*Credit term as per Credit Application, Billing as per standard terms unless specific Billing Instruction are
provided in Credit Application

PartB
ABC Trading Co., Ltd. Contact Mr. Sunai Sirisarp
: 353/28 Soi 22, ,
Shipper Address Sathupradit Road, Phone +66(0) 2 261-5380 ext 4117
Yannawa, Bangkok Email s.sirisarp@abc.com
Contact
Consignee
s Phone
Email

Destination Office

RN destination office

NN 9 Job instruction form
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Cost Summary — Quotation Number. XXXX

Customer: ABC Trading Co.,LTD.
MODE : OCEAN IMPORT

POL : CONSTANTA
POD : LAEM CHBANG
TERMS : EXW

For all charges a validity has to be mentioned, in rates are applicable until further notice, Sales support has to update

the charges in the Cost Summary proactively after receiving and update.

1. Origin Charges

Validity: 30/11/2019

LOCAL CHARGES (ORIGIN)

THC EUR 120 Per container
Pre-carriage EUR 540 20'/40'

EDI EUR 25 Per shipment
Clearance Fee EUR 45 Per shipment
Handling EUR 15 Per shipment

Other Charges (specify) EUR - As per outlay/ receipt

2. Freight Charges

Validity: 30/11/2019

Contract rate / SC # xxxxx

Carrier:

Constanta , Romania to LAEM CHABANG

Freight USD 450 / USD 750 per 20'DC & 40'DC/HC
MFR USD 283/ 456 per 20'DC & 40'DC/HC
ISPS USD 15/Container

3. Destination Charges

Validity: Until further notice

THC 20'GP THB 2,800 per Container (Actual)
THC 40'GP & 40'HC THB 4,300 per Container (Actual)
D/O Fee THB 1,350 per D/O

Import Customs Clearance THB 1500 per 20GP/40GP
(Normal Entry):

Next Consecutive Container THB 800 per 20G/ 40GP

Transportation charge
(Subcontractor : XXX)

-20'GP THB 4500 per trip/Container
-40'GP & 40'HC THB 4500 per trip/Container
Note:

NN 10 Cost summary
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Quotation — Air Freight Import

Z_Ei 0051500
To: ABC Trading Date 10 May 2020
Address: Tel: (66)- 2265-0000
E-Mail:
Attention: Page: 1of2

Shipment Details:
Origin Airport: Incheon, Korea Destination Airport  Bangkok, Thailand
Pick up from: 08594, Seoul Delivery to: Eastern Seaboard IND.

General cargoes and
cargoes with dry ice

Cargo Dimensions: ~ Standard Non-oversize

Commodity: Incoterm: EXW

A: Local Export Charges KOREA:

Item: - Amount:
THC KRW 25 Per kg
Handling Charge KRW 50,000 Per shipment
Custom Clearance KRW 0.15% Of FOB Value (Min USD 100/entry)
Pick up
120 kgs (1 CBM) KRW Per trip/truck
200 kgs (1.5 CBM) KRW Per trip/truck
250 kgs (2 CBM) KRW Per trip/ruck
400 kgs (2.5 CBM) KRW Per trip/truck
500 kgs (3 CBM) KRW Per trip/truck
750 kgs (3.5 CBM) KRW Per trip/truck
1,000 kgs (4 CBM) KRW Per trip/truck
Other charge (If Any) As cost

Noted: Pick up charge based on the possibility of load on 1TON truck.

B: Airfreight Charges ex (ICN AIRPORT):

Destination ] _ +100 +300 +500  +1000 = FSC ssc
Airport Carrier Curr.: KGS KGS KGS KGS KGS KGS
BKK KE (XAG)  KRW Included

Subject to AMS Fee

Rates are subject to space and can change at any time.
Above rates are applicable for general cargo only.
Volume ratio is 1:6

Quotation validity 31 Jan 2020
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Customer Profile

Customer Information

*Company ABC Trading Co.,Ltd
*Address 353/28 Soi 22, Sathupradit Road, Y :
*Contact Person Mr. Sunai_Sirisarp [Email: [abc@abe.com
Position Supply Chain Manager [Mobi{elofﬁce Phone no.: ‘*66(0) 2261-5380 ext 4117
*Services requested o Air Freight Import O Air Freight Export @ Air Freight Hand Carry
@ Ocean Freight Import @ Ocean Freight Export O Project
O Cross Border Export @ Cross Border Import O Domestic Trucking
@ Customs Clearance Air O Customs Clearance Ocean O Warehousing
Freight Services Quotation no: |:|
Information Required Example Tradelane 1
* From (Country, City) TH, Chonburi
*ORIGIN:AIRPORT/POL/CUSTOMS BORDER HAM LCB
To (Country, City) Indonesia
*DESTINATION:AIRPORT/POD/CUSTOMS BORDER LCH JKT
*Mode Tick box - Air/Ocean/International Trucking/Domestic Trucking Ocean
*Volume (Per month/per year) 2 TEU
*Frequency ( Per month/Per Year) 3 x Daily, Weekly, Monthly, Quarterly, Semi annually, Annualy Bi-Weekly
Commodity ( General ) Chemicals DG Class 9, UN Code 1651 General
Commodit (DGR ) - Required MSDS UN no/ DGR Class
*Inco term EXW to DDP DAP
Additional Services Packaging, Fumigation, Labelling
*Insurance Yes/No No
Preferred Carrier Evergreen Evergreen
Timing NFO, NFA, Normal Normal
*Customs Clearance Yes/ No ( see Remark) ) O s s e e s e e o o
Others Manpower for loading/unloading, etc., Reporting requirements 1
/AWB / BL Instructions Direct MB/L? Thai Flag Vessel? Surrender,Sea Way bill or Original 84?1 S En!‘\ce
Pick-up/Delivery location & Address Subsidiary office/ factory location /warehouse/3rd party warehouse/ : custo™
\Working Day and Hours Mon-Fri ( 8.00am to 5.00pm) Sat ( 8.00am to 12.00noon) 1 g-‘“ed oy ™~
Person In-Charges Khun xxx ! 105€"
(* If more than one location & Address) Yes/ No ( see Remark) :
Competitor |
Customs Clearance Service i'____________________'
Information Required Example 1 Tradelane 1
*Mode Tick box - Air/Ocean/international Trucking/Domestic Trucking
*Type of Service import / Export / Domestic (Freezone) 1
*Volume (Per month/per year) 2 TEU 1
*Frequency ( Per month/Per Year) 3 x Daily, Weekly, Monthly, Quarterly, Semi annually, Annualy T
Type of Packaging box, pallestized :
*Number of HS Codes per customs entry form 23 1 -.l'\O\'\_\ew
“Commodity ( General ) Chermicals DG Class 9, UN Gode 1651 ] Ay OPF
*Commodit (DGR ) - Required MSDS UN no/ DGR Class HIPF Filte
*Qrigin (if import) China 1
*Destination (if exports) Germany T
Privilege Used Export/Re-Import :
Certificate of Origin needed ves orno 1
Type of Certificate of Origin needed A, D, E, F,COQ/self certificate 1
Import License FDA/DOA/TISI/DIW :
Application service for license per invoice yes orno 1
Paperless Registered Drop down list - Yes/No - Remark see page 1
*Tax & Duty Credit Limit Allowance | Amount : See CRM system
*Tax & Duty Credit Term Duration Days I [See CRM system
Additional Service i jon/Labelling 1
Others reporting requirements, FDA, efc. J
e e s s ===
Remark PSS S U S S S R O S O S o S o
Customs Broker (if not RN) Company Name H
Contact Person 1 To Be Filled by Customer Service
E - Mail T
Phone H

(* If more than one location & Address)
Pick-up/Delivery location & Address :
Working Day and Hours

Person In-Charges

AINA 12 #2981 Customer profile
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