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SCH920600: MATOR: MASTER QF INDUSTRIAL ENGINFERING: M Eng

(INDUSTRIAL ENGINEERING)

KEYWORDS: CUSTOMER COMPLAINT, METAL STAMPING PROCESS/ PLASTIC

INJECTION PROCESS
CIHARATKWAN KAEWSUR: REDUCING QUALITY PROBLEMS FROM
CUSTOMER COMPLAINT IN AUTOMOTIVE PART MANUFACTURING ADVISOR:

28 P.2015.

JAKTAWARN KUNADILOR. Ph.D 115

This rescarch presents a reduction of customer complaint i quality problems ocourmnng

in putomoetive parts. The objectives of tlus research were to identify root causes of the problems

and 1o determine corrective action and set i as a new working standard to prevent the prohlems
occurring 1 the future. A guideline procedure wus used [or quality improvement including four

sleps. Uhe first siep i recenving @ customer complaint apd collecung guality problem data by

using 3G (Genba-Genbutau-Gengrsa) prineipie. Genba mcans ihe actsa! place of producing the
celecuve. Genbursy means the defecuve which complained from customer. Genjilsn means the

actual production enviconment. The seeond step 15 an analysis o all possivle causes of the

probicm. The caus¢ and effeel digeran as known as fishbone dizgrom and the Why-Why analysis

wers ased in this step, The third step is preduction mprovement. Corrective action plans from tine

second step were implentented and then the preduction results were coliected. [P amount of samez
quality problems are not reduced. the corrective action report must be made for finding new ways
W itk the problems. The farth step is audiing the customer conplant problems afier

correction. The result showed that the amount of costomer complamt were reduced Lrom 30 cases

per maonth to 13 cases per month and the custemer complaint cost was reduced] 39,580

Bt month, appros imacely
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Acceptance Sampling by Attributes
Measurement type: Go/no go

Lot quality in percent defective

Lot size: 2000

Use binomial distribution 1o calculate probability of acceptance

Acceplable Quality Level {AQL) 0.4,0.65
Rejectable Quality Level (RQL or LTPD) 4
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Acceptance Sampling by Attributes

Measurement type: Go/no go
Lot quality in percent defective
Lot size: 2000

Use binomial distribution to calculate probability of acceptance

Acceptable Quality Level (AQL) 0.4

Producer's Risk {(Alpha) 0.05

Rejectable Quality Level (RQL or LTPD) 4

Consumer's Risk (Beta) 0.1
Generated Plan(s)

Sample Size 132

Acceptance Number 2
Accept lot if defective items in 132 sampled <= 2; Otherwise reject.

Percent Probability Probability
Defective Accepling Rejecting AQQ ATI
0.4 0.984 0.016 0367 1626

4.0 0.098 0.902 0.367 18164

Average outgoing quality limit (AOQL) = 0.969 at 1.709 percent defective.

Graphs - Acceptance Sampling by Attributes
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Acceptance Sampling by Attributes

Measurement type: Go/no go
Lot quality in percent defective
Lot size: 2000

Use binomial distribution to calculate probability of acceptance

Acceptable Quality Level (AQL) 0.65

Producer's Risk (Alpha) 0.05

Rejectable Quality Level (RQL or LTPD) 4

Consumer's Risk (Beta) 0.1
Generated Plan(s)

Sample Size 166

Acceptance Number 3
Accept tot tf defective items 1n 166 sampled <= 3; Otherwise reject.

Percent Probability Probability
Defective  Accepting Rejecting AOQ  ATI
0.65 0.976 0.024 0.582 209.6

4.00 0.098 0.902 0.359 18205

Graphs - Acceptance Sampling by Attributes

' ¥ ' 1
AMA-13 MIFUATIADUTUIIUENDM T08UTUADAR I 1U5LNU Minitab 91 AQL 0.65

Average outgoing quality limit (AQQL) = 1.073 at 1.767 percent defective,
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CORRECTIVE ACTION REQUEST Doc.No. QCF-82-40
[[] MANUFACTORY PROCESS AUDIT.
D MANUFACTORY PRODUCT AUDIT. Rev.No Q01
 —
Auditee Name : CAR.NO, Leader Auditee Lead Auditor Date
ﬁiaﬂ_’qnﬂﬂqnau)
Audit Date: (Hnniugnase) | (Wi AdRTAReU ) ( Tufioon Car )
D First Audit : Not Pass. Approved by Reviewed by Prepared by
Audit Result : ragragaUATILTN IEA W)
HANIIATIIADL) |:| Follow up Result : Not Pass.
Element (a1 IR NERAIL Tiw)
D NO T I:] NO2 D N0

Nonconformance Detail :

(raandoafiiiiuliniudat ywumn)

Cause of Problem : Vertification Audit Date

(rrnraslngun) (Turmiuapunsns19me)

Correction (nysunly) By

Date :

Auditee Head :

Corrective Action / Prevent Recurrence (nﬁfﬂaoﬁuﬂmﬂﬂﬂtﬁlﬁm'ﬂﬁ) By -

Date :

Auditee Hend :

Follow up Audit Result (HANIATIVARAIL)

Follow up Audit :
(N 13RS IRAR IR [] Effective G)szfiminim)

[ ] Not Effective (hisilszimEnim

{ QA Manager [ Lead Auditor Auditor

=y

o A a a4 a X
NIV 4-13 10Nd15 CAR 51991U T IRAUNATINATY

U
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IAA N IANIIN
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1 1 1 2
T 16.955 19.951 19.953  0.004  19.954 19.957 19.956 0.003
2 19.954 19.953 19.954  0.001 _ 19.951 19.953 19.952  0.002
3 19.954 19.957 19.956 0.003  19.952 19.957 19.955 0.005
4 19.952 16.953 19.953  0.001  19.951 19.953 19952 0.002_ i
5 19.954 19.951 19.953  0.003  19.955 15952 19.954 0.003
6 19.953 19.955 19954 0.002 19.952 19.957 19.955 0.005
7 19,953 19.954 19.954  0.001  19.956 19.954 19.955 0.002
8 19.957 19-.”9-54 19.956  0.003  19.955 19.9_51 19.953 0.004
9 19.954 19.951 19953  0.003  19.952 19.956 19.954  0.004
10 10,951 19952 19952 0.001 19952 19.957 19.955 0.005
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15 _19.955 19951 _ 19953 0.004 19952 16.955 19.954 0.003
16 1-9_956 19.955 _19.956 0.001  19.956 19.958. 19.957 0.002
717'4 —19.955_ 19.95377 19.954  0.002 | 19.955 19.952 195 @3
[87 19955 19.957 19.956  0.002 19.956*7 i9‘952 19.954 0.004
19 19.957 | 19.955 19.956 0.002  19.956 19,957 719.957 _0_601
20 19.957 19.956 19957 0.001  19.956 19.952 19.554 —6.004
19.954  0.002 19.954_-“ 0.003
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WUNNHAMN 1
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Part e 4 . o
Yanian Tanian
No 1 . e R , ) 7 R
1 323 326 3.245 0.03 328 323 3255 0.003
2 324 323 3235 0.01 326 327 3.265 0.002
3 327 325 3260 0.02 328 327 3275 0.005
4 323 327 3250 0.04 323 324 3235 0.002
5 328 325 3.265 0.03 327 326 3.265 0.003
6 326 323 3.245 0.03 328 323 3255 0.005
7 325 328  3.265 0.03 326 323 3245 0.002
8 323 327 3250 0.04 324 327 3.255 0004
9 323 328 3255 0.05 328 328 3.280 0.004
10 325 328  3.265 003 323 327 3250 0.005
11 324 327 3255 0.03 324 328 3260 0.04
12 328 325 3.265 0.03 327 326 3265 0003
13 327 324 3.255 0.03 324 323 3235 0002
e 328 327 3.275 0.01 327 324 3.255 0.03
s 328 323 3.255. 005 326 323 3245 0.03
16 327 323 3250 0.04 327 328 3.275 0002
17 325 326 3.255 (;)1 324 328 3260 004
18 3—.28 326 3.270 0.02 323 328 3255 0.05
19 326 325  3.255 0.01 326 327 3.265 0.01
20 323 327 3.250 0.04 324 328 3.260 0.04
3.256 0.00“2 3.258 0.003
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Part Reference ARUNEE KANJANA
1 2 3 1 2 3
1 G G G G G G G
2 NG NG NG NG NG NG NG
3 G G G G G G
9 G G G G G G G
5 G G G G G G
6 G G G G G G G
7 NG NG NG NG NG NG NG
8 NG NG NG NG NG NG NG
9 NG NG NG NG NG NG NG
10 G G G G G G G
11 G G G G G G
12 G G G G G G
13 G G G G G G
14 NG NG NG "NG NG NG NG
15 G G G G G G
16 G G G G G G G
17 NG NG NG NG NG NG NG
18 NG MG NG NG NG NG NG
19 - G G G | G G G
20 G G G G G G
o 21 ‘. B G G G G
22 NG NG NG NG NG - NG NG
23 G R G G G G G G
24 1 NG NG NG NG NG NG NG_
25 G G G G G G G
26 G G G G G G G
27 - G G G G G G G
28 NG NG NG NG NG NG NG
29 NG NG NG NG T\-JG NG NG
30 _ G G G G G G G
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Part Reference
I 2 3 1 2 3
__—l NG NG NG NG NG 7 NG NG
2 NG NG NG NG NG NG NG
o 3 G G G G G G G
4 G G G G G G
5 G G G G G G
6 G G (J G G G
o _? - NG NG NG NG NG NG NG
8 G G G G G G G
9 NG \(J NG NG NG NG NG
10 G G V(J G G G G
11 G G G G G G
12 G o VG G G G G B G
o 13 7 G G o G G G G
14 - NG NG NG NG NG NG - NG
15 NG NG NG NG NG - NG NG
16 N . G G“- - G G G G
17 G G G G G - G G
18 NG NG NG NG NG NG NG
19— G G o G G G G G
20 _(; G G G G G G
21 - NG NG NG NG B NG - T\IG _NG )
- 7722 _NG NG ;NG NG NG NG .'\E
23 —G G G T G o G G G
24 N NG NG NG NG”” NG 7NG NG
7 25 N G G G G G G G
26 G | G G G G G G
27 G G G G G Gi 7 G
2K NG NG NG NG NG NG NG
N 29 _G G G ) G G G G

30 G G G G G G G
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