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CRIJ = Cost Reduction Jiritsuka

PAIA = Process Assurance Improvement Activity
TQM = Total Quality Management

TPS = Toyota Production System
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This is a questionnaire about STM Customer Satisfaction in accordance with TS 16949 : 2002 version.
Please take a few minutes to answer the following questions by making a [a] mark in front of your choices.
All answers will help us improve our service and engine/part quality.

Part |

1 On average, how frequently do you contact with STM's QA Staffs / Managers in a week?
1.1 By Telephone

... Less than 1time S time .2 -3tmes
... 4-5times ... Mcre than 5 times ... Every working day
1.2 By E-maif

.....Less than 1 lime o Ttime o 2adtimes .

...4-5tmes .....More than 5 times

2 Whom do you mostly contact with? (Please rank them _fro 05t one you contact with)
2.1 By Telephone

... Mr. T, Nakajima ... Mr._Theeranai P ,Mr Mongkolchai ..M. Perasilp

.....Mr. Netima oM Nantawit l .. Mr.Wiboon ... Mr. Prapat
22 By E-mail ; :

~...Mr. T. Nakajma .....Mr. Mongkolchai - Mr. Perasiip
/L-Mr Netima .M Wiboon ....Ms. Prapat

3 Please rate the following servy

to you by usingihe following scansiiifcasurement and also specify your expectant level.

Your Importance: Your Satisfaction:

& = Exiremely imporiant Not at all satisfied  NeutraCompletely Satisfied

1 = Not atallimportant r1 [ 2 [ 3 | a5 |

Service Your Your Your

Attribute Importance Satisfaction Expectant level
a. tase of reaching STM's personnels ... ... S o
b. Courlesy and Friendtiness of STM's personnels ... ... 15
¢l Personnels' Reliability ... . 5
d. Personnels’ knowledge .. L B
e. Responsiveness to emergency service calls ... e B
f. Ability to reply your questions and inquines clearly ... e B
Suggestion:

Partil

4 Please rate the importance of each probtem from & fo_1 respectively and STM engine guality status in terms of those.

Your Importance: Your Salisfaction:
5 = Extremely important Everyday Problem Found No Problem Found
1 = Not at 2ll important 1] 2 | 3 [ 4 ] 5J

= o ' L4 )
AW 36 Mtnauuuvesumidisrnnuianeleveagnd
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T} , . . ("R B, | Frepored 1
$TM 's Communication informal Package
wgust & 7004
Activily Management Supervisory Blthday Bachelor Teamwork Achivity
informal Activity Activity Aclivity BE. | BA.

1. Cross Functional Teamwork 1. Company expectation 1.Company gel feedback 1. Cross funclional Teamwork.

2. Clearly Mgt, Role&Respense | 2. Supervisor Role & Response directty [C3C). 2. Sharing company direction & expeciation
Propose 3. C & C Effecliveness 3. 2 Woys communication 2, Morale promotion/ Faimess {Same understanding)

3. Toycla Way Promotion,

1. Informal [Sport & Activity) 1. Lunch & Dinner Tak 1. Join Breakfast Together 1. Join Dinner tak

Method 2. Join Dicussion Togesher 2, Group Dinamic (Section} 2. 2 Ways communication, 2. Group Rekalion
Place Qut-ide Company Company’s Canteen/ Outside Canleen Manager Cut-side Company

£ Quarterty 2T./Y. ‘Quaredy 2T./Y. Weekly 2Yimes/ Yeor
2 ® :

5il o ¢ @ ! o | @

i 5

é gg O ; '%:gM ‘@ @ =osce @ s
H O O O
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Functionof Operalor

®)

. BA.

= Head of Program

O = Paricipant

Remark © All of programs will be assigned HR, Dept, to be Coordinator & Record Data
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[ } [ ] [ ] h I
STM 's Communication Channe
Augusi 29, 2003
Commitites Musting. Tromotion Aciivilty Operafion & Ermp Salisfaction
g 1.EC. 25MM | % Sub-EC. |4 Narag 5. Dept. S Ao, | 7. Moming |8 Bikonthly | 9. Annouce. | 10, egazine MQCC.H | 12 Attitwde | 13. Looder M) . Emp. 5. Labowr
[
2 | wootwg. | Mesting. | Mesting. | Wertng. | Seeting | Offcarld Tak Mesting Latier INews | Sugoeetion |  Bervey Togell. | Commiies Unioa
. Croes P {Coopere Commenistn a0 |10 Mansgemsntinfoon | Hotaontal | Bottom up [Check dosFotow | Frodbackd - Looparstve e
£ | Deciion [Functions: | Gocteion | mformation Comantion  [adaris | Companynitonmation | Womaton | yuime  [Peadbed  Jop g e |TFF conditons
5 | makmp |MUpDsia | pppory e |8 Opecution m- i:liu;ur-l b | o for :m u'm *
o Coment | Approval, | Procéic (GAC) Groap Dietribaion op Mgt {Emptopmen
El & e 2Times / | Weekly or Monthly or
8 E Monthly | Monthly | Monthly | Monttly | Monthty | Monthty Daity | BrMonthly| Case by Cane 0 Morifoly Yeory Weekly Monthly Nagofialion
Taadr
s| 67 @ | &
Toader Toader Tasder
|l © C|O| @ 9 9
st o | O ["B o) < |
s T o= o2 TR | ORwi TR
ofa X Mans |
[0 [0 Bl o o oleR ek ag [ £ Y
=
2 2
3 O |k olo o] o]o
25 b1
32 O |®:] O O | O sflo o
A o o} O o] O .
. — ——— a
E oloJo|o|Pllo})o |lgd]]s
5 =
4 olo|o o flojlo]o [eE ]
- v -4 a
5[ = ololo | o |50/ O 113
G £
o
&l 5 O|O | O O O] O .

Effective Date : On September 1, 2003
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HYedaurana1d139 (Key Success Factors)
o a % I s w Y L
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P: Plan
D: Do (Implement the plan)
C: Check (Check the result)

A: Action (Improve the process) / Plan \ Goal

Action
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