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M.Sc. (LOGISTICS AND SUPPLY CHAIN MANAGEMENT)
KEYWORDS: PACKING PROCESS IMPROVEMENT/ QUALITY CONCEPT/ PROBLEM

ANALYSIS PROCESS WITH FISHBONE DIAGRAM

WANIDA KUMSAN: PACKING PROCESS IMPROVEMENT TO REDUCE THE

OVERSEA CUSTOMER’S CLAIM CASE STUDY: AUTOMOTIVE PART BUSINESS AT
ABC COMPANY IN EASTERN SEABOARD INDUSTRIAL ESTATES, RAYONG.
ADVISOR: PAIROJ RAOTHANACHONKUN, D.Eng., 68 P. 2015.

The objective of this study is to reduce the problem on packing process which products
use for delivery to overseas customer. Those are claimed or replacement product which 28.60%
from all of problem. In the period of this research we found that the packing process is the root
cause of customer claims that effect to when the customer receive our product then they can’t use
it. So that the customer unsatisfied and they will be claimed to us because they lost the profit and
business competitive. This research presents the analysis concept to find and solve the root cause
of problem that is packing process.

The wrong part deliveries, shortage part delivery and over on customer demand are the
reason to increase the customer’s claim from October 2013 to December 2013. Which separate
2 sections for study, the first section is to study for collect the problem data that increase from
October 2013 to December 2014 and identify the problem. The second section is to analysis and
investigates the cause of problem then identifies the prevention by improves the packing process
that is the root cause of problem. Before improve the process we have 55 cases that claim from
customer on 3 months (October 2013 to December 2013) but after we improve the packing
process we have 14 cases on 3 month (January 2014 to March 2014), It mean that we can reduce
the customer’s claim 41 cases. More over this study can reduce the cost for customer claim
because before improve the process we need to paid 3,360,000 THB. But after improve the
process we need to pay 50,000 baht. It means that we can save cost 2,610,000 baht. Before
improving process, the average accuracy is 57% and after improving the process is 85%, So that

we can reduce the customer’s claim and increase the average accuracy to 28%.
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