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. The objective of the thesis is to deveIoPan_ew _uaIi_tX Procedure based._on Key
Se%%%tr}/ Indicator in order to improve customer satisfaction in the hydraulic cylinder

Key Quality Indicator develogme_ntprocedure starts from a stydy ofthe
company’ Quaht;y policy in manufacturing of ydraulic cylinders. Thén, define the
factor e_Partm_entscr_ltlcaI success factors baséd on %ual_l policy and customer needs,
The Quality Indicators Is defined In accordance to the Critical succass factors. Finally, the
Key Quality Indicators are selected.

The selected _Keg Quality Indicators of Quality of Product and On-time Delivery
have been deployed into the quality control proceduré ofthe hydraulic cylinder
manufact}mng Process with the purpose of increase in customer satisfaction from both
aspects ot Quality Indicators.

After the implementation of two months, the _eff|(:|_enc3( of hydraulic cylinder
manufacturing had been developed and customer satjsfaction level improved.” Result of
customer survey shows that the' mean rating of questionnaire increased from 3.24 to 3.60.
I\/Igjor Improvements are quality of dellvela/tlme, cLu,aIlty of gro_duct, cw]alltyro_f design

and company effort on improvément of product quality and delivery time. “This supported
that the Comipany’s performance has been improved ddring the implementation period.

Additionally, customer complaints in aspects.of product quality and delivery time
had been decreased from 40 per monh in 4Q04'to 17 in Feh05 and from 3Lper month in
4004 to 18 in Feb05 respectively. Therefore, the KQI deployment can assure the
improvement of customer satisfaction level.
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