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QUESTIONNAIRE
The Customer Order Process Modeling, and Redesign

Objectives: 1. T o s tu d y  t h e  r e d  c u s to m e rs  r e q u i r e m e n t  w h e n  c u s to m e r  d e c id e  to  b u y  p e tro le u m  p r o d u c t
from  th e  c a s e  c o m p a n y  a n d  ra n k e d  th e  im p o r ta n c e  in to  to p  five r e q u ir e m e n ts  

2. T o c o m p a re  th e  p e rfo rm a n c e  of t h e  c a s e  c o m p a n y  in  e a c h  r e q u ire m e n t,  w i th  t h e  c o m p e ti to rs  
(Oil a n d  G a s  s e rv ic e  s ta t io n  d o  n o t  d o  th is  p a rt)

1. G e n e r d  In fo rm a tio n  of C u s to m e rs
1.1 C o m p a n y  N a m e ______________________________________ 1.2 T y p e  of B u s in e s s ___

1.3 C a p i td  R e g is tra t io n __________________________________ 1.4 N o. o f E m p lo y e e s__

1.5 A d d re s s ________________________________________________________________________
1.6 P e tro le u m  P ro d u c ts  o rd e re d  1.6.1_______________1.6.2____ __________ 1.6.3,

1.6.4_______________1.6.5 O th e rs ____________
1.7 C u r re n t  w a y  of o rd e r

n  T e le p h o n e  C o n ta c te d  N u m b e r __________________________________

n  F a c s im ile  C o n ta c te d  N u m b e r___________________________________
n  O th e rs _______________________________________________________________

1.8 A re  y o u  s a t is f ie d  w i th  th e  w a y  to  o rd e r  s t a te d  in  1.7?

n  Y es.
o  N o. B e c a u s e  _______________________________________________________ * 1

1.9 If y o u  a re  n o t  s a t is f ie d  a c c o rd in g  to  1.7, w h a t  w a y  d o  y o u  w a n t  to  m a k e  a n  o rd e r?
(P lease  ra n k  a c c o rd in g  to  th e  f irs t to p  th r e e  o f y o u r  re q u ir e m e n ts  )

1.___________________________________________________________________
B e c a u s e  (reaso n )
2. __________________________________________________________________________________

B e c a u s e  (re a so n ) ________________________________________________________________________________

3 . _________________________________________________________________________________________________
B e c a u s e  (reaso n ) ________________________________________________________________________________

Instruction: (for “w h e n  o rd e r” “d u r in g  w d t i n g  for th e  p ro d u c t” a n d  “w h e n  re c e iv e  o rd e r”
1. P le a se  re v ie w  re q u ir e m e n ts  p ro v id e d  in  a r e a  1, if  th e y  a re  n o t  c o v e re d  y o u r re q u ir e m e n t ,  p le a s e  a d d  y o u r 

r e q u i r e m e n t  in  t h e  ‘o th e rs ’.

2. A fte r  f in is h in g  r e v ie w in g  t h e  r e q u ire m e n ts ,  p le a s e  ra n k  y o u r  r e q u ir e m e n t  in to  o rd e r  o f 1-5. (1 m e a n s  t h e  f irs t 
o f y o u r  r e q u ir e m e n t  th a t  y o u  w a n t  th e  m o st)
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3. A fte r  ra n k in g , p le a s e  c o m p a re  p e rfo rm a n c e  of th e  c a s e  c o m p a n y , a n d  i ts  c o m p e ti to rs ,  in  e a c h  r e q u ir e m e n t  

y o u  h a v e  ra n k e d  a c c o rd in g  to  th e  in s t ru c t io n  no . 2., b y  w r i te  ร  in  th e  b o x  p ro v id e d .

2. W h e n  Y ou O rd e r

A r e a  1

(Requirements)

Area 2 
(Ranked 

Requirements)

A re a  3

Performance in each ranked requirements, compare 
with the competitors

Extremely Very To be 
Good Good Good O.K Improved

A . C o n v e n i e n c e C a s e  C o.,L td . □  5 □  4 □  3 □  2 □  l
w h e n  y o u  w a n t  t o C o m p e tito rA □  5 □  4 □  3 □  2 □  1

C o m p e ti to rs น  5 □  4 □  3 น  2 □  1order C o m p e tito rC □  5 □  4 □  3 □  2 □  1
CompetitorD □  b □  4 □  3 □  2 □  1

O th e rs □  b □  4 □  3 □  2 □  1

B . A c c u r a c y  o f  t h e C a s e  C o .,L td . □  b □  4 □  3 □  2 □  1
C o m p e tito rA □  b □  4 □  3 □  2 □  1o r d e r s C o m p e ti to r s □  b □  4 □  3 □  2 □  1
C o m p e tito rC □  b □  4 □  3 □  2 □  1

CompetitorD □  ร □  4 □  3 □  2 □  1

O th e rs □  b □  4 □  3 □  2 □  1

c . P o l i t e n e s s  o f C a se  C o .,L td . □  b □  4 □  3 □  2 □  1
C o m p e tito rA □  b □  4 □  3 □  2 □  1o r d e r - r e c e i v e C o m p e ti to r s □  s □  4 □  3 □  2 □  1

o f f i c e r s C o m p e tito rC □  b □  4 □  3 □  2 □  1
CompetitorD □  b □  4 □  3 □  2 □  1
O th e rs □  b □  4 □  3 □  2 □  1

D . Q u i c k  r e s p o n s e C a s e  C o.,L td . □  b □  4 □  3 □  2 □  1

C o m p e tito rA □  b □  4 □  3 □  2 □  1w h e n  y o u  o r d e r C o m p e ti to rs □  ร □  4 □  3 □  2 □  1

C o m p e tito rC □  5 □  4 □  3 □  2 □  1
CompetitorD □  b □  4 □  3 □  2 □  1
O th e rs □  b □  4 □  3 □  2 □  1

E. Confirmation of your C a se  C o.,L td . □  b □  4 □  3 □  2 □  1

o r d e r s C o m p e tito rA □  b □  4 □  3 □  2 □  1
C o m p e ti to r s □  b □  4 □  3 □  2 □  1
C o m p e tito rC □  b □  4 □  3 □  2 □  1
CompetitorD □  b □  4 □  3 □  2 □  1
O th e rs □  b □  4 □  3 □  2 □  1
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A r e a  3

A r e a  1
A r e a  2 Performance in each ranked requirements, compare

(Requirements) (Ranked
Requirements)

with the competitors 
Extremely Very To be

Good Good Good O .K mproved
F. A b i l i t y  i n C a s e  C o .,L td . □  5 □  4 □  3 □  2 □  1

a n s w e r i n g  t h e C o m p e tito rA
C o m p e tito rB

□  5
□  5

□  4
□  4

□  3
□  3

□  2
□  2

□  1
□  1

c u s t o m e r ’ ร C o m p e tito rC □  5 □  4 □  3 □  2 □  1
q u e s t i o n  e .g .  p r i c e CompetitorD

O th e rs
□  ร
□  5

□  4
□  4

□  3
□  3

□  2
□  2

□  1
□  1

G. O t h e r s C a s e  C o.,L td . □  5 □  4 □  3 □  2 □  1
C o m p e tito rA □  b □  4 □  3 □  2 □  1
C o m p e tito rB □  5 □  4 □  3 □  2 □  1
C o m p e tito rC □  b □  4 □  3 □  2 □  1
CompetitorD □  b □  4 □  3 □  2 □  1
O th e rs □  b □  4 □  3 □  2 □  1

H. O t h e r s C a s e  C o .,L td . □  b □  4 □  3 □  2 □  1
C o m p e tito rA □  ร □  4 □  3 □  2 □  1
C o m p e tito rB □  b □  4 □  3 □  2 □  1
C o m p e tito rC □  b □  4 □  3 □  2 □  1
CompetitorD □  b □  4 □  3 □  2 □  1
O th e rs □  b □  4 □  3 □  2 □  1

I. O t h e r s C a s e  C o.,L td . □  b □  4 □  3 □  2 □  1
C o m p e tito rA □  b □  4 □  3 □  2 □  1
C o m p e tito rB □  b □  4 □  3 □  2 □  1
C o m p e tito rC □  ร □  4 □  3 □  2 □  1
CompetitorD □  b □  4 □  3 □  2 □  1
O th e rs □  b □  4 □  3 □  2 □  1

J. O t h e r s C a s e  C o .,L td . □  b □  4 □  3 □  2 □  1
C o m p e tito rA □  b □  4 □  3 □  2 □  1
C o m p e tito rB □  b □  4 □  3 □  2 □  1
C o m p e tito rC □  s □  4 □  3 □  2 □  1
CompetitorD □  b □  4 □  3 □  2 □  1
O th e rs □  b □  4 □  3 □  2 □  1

K. O t h e r s C a s e  C o.,L td . □  5 □  4 □  3 □  2 □  1
C o m p e tito rA □  ริ □  4 □  3 □  2 □  1
C o m p e tito rB □  b □  4 □  3 □  2 □  1
C o m p e tito rC □  b □  4 □  3 □  2 □  1
CompetitorD □  5 □  4 □  3 □  2 □  1
O th e rs □  s □  4 □  3 □  2 □  1
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3. During waiting for product

Area 1
(Requirements)

Area 2 
(Ranked 

Requirements)

Area 3
Performance in each ranked requirements, compare 
with thecompetitors

Extremely Very To be

A.

B.

Degree of 
responsiveness to 
change customers’ 
order

Promptness in 
informing the 
customer when 
orders not

Good Good Good O.K Improved
C a se  C o.,L td . □  5 □  4 □  3 □  2 □  1
C o m p e tito rA □  5 □  4 □  3 □  2 □  1
C o m p e tito rB □  5 □  4 □  3 □  2 □  1
C o m p e tito rC □  5 □  4 □  3 □  2 □  1CompetitorD □  5 □  4 □  3 □  2 □  1
O th e rs □  5 □  4 □  3 □  2 □  1

C a se  C o.,L td . □  5 □  4 □  3 □  2 □  1
C o m p e tito rA □  5 □  4 □  3 □  2 □  1
C o m p e tito rB □  5 EH 4 □  3 □  2 □  1
C o m p e tito rC □  5 □  4 □  3 □  2 □  1
CompetitorD □  5 □  4 □  3 □  2 □  1
O th e rs □  5 □  4 □  3 □  2 □  1

complete
c. Knowledge of 

truck Status e.g. 
where it is now, 
and when it will 
arrive.

C a se  C o .,L td . EH 5 
C o m p e tito rA  EH 5 
C o m p e tito rB  EH 5 
C o m p e tito rC  EH 5 
C o m p e t i to rD  D  5 
O th e rs  EH 5

□  4  □  3 □  2 □  1
□  4  □  3 □  2 □  1
□  4 □  3 □  2 □  1
□  4 □  3 □  2 □  1
□  4 □  3 □  2 □  1
□  4 □  3 □  2 □  1

D. Information 
Support for the 
next decision of 
purchase

E. Acceptance of 
responsibility 
when customer 
orders not 
complete

C a se  C o.,L td . □  5 □  4 □  3 □  2 □  1
C o m p e tito rA □  5 □  4 □  3 □  2 □  1
C o m p e tito rB □  5 □  4 □  3 □  2 □  1
C o m p e tito rC □  5 □  4 □  3 □  2 □  1
C o m p e ti to rD □  5 □  4 □  3 □  2 □  1
O th e rs □  5 □  4 □  3 □  2 □  1

C a s e  C o.,L td . □  5 □  4 □  3 □  2 □  1
C o m p e tito rA □  5 □  4 □  3 □  2 □  1
C o m p e tito rB □  5 □  4 □  3 □  2 □  1
C o m p e tito rC □  5 □  4 □  3 □  2 □  1
C o m p e ti to rD □  5 □  4 □  3 □  2 □  1
O th e rs □  5 □  4 □  3 □  2 □  1
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4. When you receive product

Area 1
(Requirements)

Area 2 
(Ranked 

Requirements)

Aiea 3
Performance in each ranked requirements, compare 

with the competitors

Extremely Very To be

A.

B.

c.

D.

E.

Right type of 
product delivered

On time delivery 
with the right 
quantity of 
product.

Quality of product 
up to specification

Honesty of 
delivery man

Politeness of the 
delivery man

Good Good Good O.K improved

C a s e  C o .,L td . □  5 □  4 □  3 □  2 □  1
C o m p e t i to r A □  b □  4 □  3 □  2 □  1
C o m p e t i to r B □  5 □  4 □  3 □  2 □  1
C o m p e t i to r C □  ร □  4 □  3 □  2 □  1CompetitorD □  5 □  4 □  3 □  2 □  1
O t h e r s □  5 □  4 □  3 □  2 □  1

C a s e  C o .,L td . □  5 □  4 □  3 □  2 □  1
C o m p e t i to r A □  5 □  4 □  3 □  2 □  1
C o m p e t i to r B □  5 □  4 □  3 □  2 □  1
C o m p e t i to r C □  5 □  4 □  3 □  2 □  1CompetitorD □  5 □  4 □  3 □  2 □  1
O t h e r s □  5 □  4 □  3 □  2 □  1

C a s e  C o .,L td . □  5 □  4 □  3 □  2 □  1
C o m p e t i to r A □  5 □  4 □  3 □  2 □  1
C o m p e t i to r B □  b □  4 □  3 □  2 □  1
C o m p e t i to r C □  b □  4 □  3 □  2 □  1
CompetitorD □  ร □  4 □  3 □  2 □  1
O t h e r s □  ร □  4 □  3 □  2 □  1

C a s e  C o .,L td . □  b □  4 □  3 □  2 □  1
C o m p e t i to r A □  ร □  4 □  3 □  2 □  1
C o m p e t i to r B □  b □  4 □  3 □  2 □  1
C o m p e t i to r C □  ร □  4 □  3 □  2 □  1
CompetitorD □  b □  4 □  3 □  2 □  1
O t h e r s □  b □  4 □  3 □  2 □  1

C a s e  C o .,L td . □  b □  4 □  3 □  2 □  1
C o m p e t i to r A □  b □  4 □  3 □  2 □  1
C o m p e t i to r B □  b □  4 □  3 □  2 □  1
C o m p e t i to r C □  5 □  4 □  3 □  2 □  1
CompetitorD □  b □  4 □  3 □  2 □  1
O t h e r s □  ร □  4 □  3 □  2 □  1



122

F. Any instructions 
from delivery man

G. Environmental 
concern

H. Others

C a s e  C o .,L td . □ 5 □  4 □  a □  2 □  l
C o m p e t i to r A □ 5 □  4 □  3 □  ร ิ □  l
C o m p e t i to r B □ 5 □  4 □  ริ □  ริ □  l
C o m p e t i to r C □ 5 □  4 □  3 □  ริ □  l
CompetitorD □ 5 □  4 น ิ3 □  ร ิ □  l
O t h e r s □ 5 □  4 □  s □  ริ □  l

C a s e  C o .,L td . □ 5 □  4 น 3 □  2 □  l
C o m p e t i to r A □ 5 □  4 □  s □  ริ □  l
C o m p e t i to r B □ 5 □  4 น ิ3 □  ริ □  l
C o m p e t i to r C □ 5 □  4 □  ริ □  ริ □  l
CompetitorD □ 5 □  4 □  ริ □  ร ิ □  l
O t h e r s □ 5 □  4 □  3 □  ริ □  l

C a s e  C o .,L td . □ 5 □  4 □  ร □  2 □  l
C o m p e t i to r A □ 5 □  4 □  3 □  ริ □  l
C o m p e t i to r B □ 5 □  4 □  3 □  ริ □  l
C o m p e t i to r C □ 5 □  4 □  ริ □  ริ □  l
CompetitorD □ 5 □  4 □  ริ □  ริ □  l
O t h e r s □ 5 □  4 □  3 □  ริ □  l
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APPENDIX B
AN EXAMPLE OF THE PARETO ANALYSIS

OF

INDUSTRIAL CUSTOMERS

N o . C ustom er N am e V o lu m e (litres)
Industrial Sa leร D iv isio n  (A rea 1) A verage 9  M onths % o f  the Total C um ulative %

I x x x x x 1 ,189 ,301 .11 21 .75
2 x x x x x 6 7 8 ,3 7 0 .0 4 12.40 3 4 .1 5
3 x x x x x 6 3 3 ,3 7 4 .0 0 11.58 4 5 .7 3
4 x x x x x 2 3 4 ,7 7 7 .7 8 4 .2 9 5 0 .0 2
5 x x x x x 2 2 6 ,6 6 6 .6 7 4 .1 4 54 .17
6 x x x x x 188 ,000 .00 3 .4 4 57.61
7 x x x x x 1 7 3 ,222 .22 3 .17 60 .77
8 x x x x x 140 ,333 .33 2 .57 6 3 .3 4
9 x x x x x 133 ,555 .56 2 .4 4 6 5 .7 8
10 x x x x x 122 ,666 .67 2 .2 4 68 .03
11 x x x x x 118 ,957 .79 2 .1 8 7 0 .2 0
12 x x x x x 118 ,951 .65 2 .18 7 2 .3 8
13 x x x x x 106 ,333 .33 1.94 7 4 .3 2
14 x x x x x 9 0 ,6 6 6 .6 7 1.66 75 .98
15 x x x x x 84 ,733 .33 1.55 77 .53
16 x x x x x 7 2 ,0 0 0 .0 0 1.32 7 8 .8 4
17 x x x x x 68 ,7 7 7 .7 8 1.26 8 0 .1 0
18 x x x x x 6 6 ,8 8 8 .2 7 1.22 8 1 .3 2
19 x x x x x 6 5 ,3 8 8 .8 9 1.20 8 2 .5 2
2 0 x x x x x 6 2 ,6 6 6 .6 7 1.15 83 .67
21 x x x x x 5 6 ,0 0 0 .0 0 1.02 8 4 .6 9
2 2 x x x x x 5 1 ,6 6 6 .6 7 0 .94 85 .63
23 x x x x x 4 9 ,3 3 3 .3 3 0 .90 8 6 .5 4
2 4 x x x x x 4 8 ,4 1 1 .7 4 0 .89 8 7 .4 2
25 x x x x x 43 ,9 6 4 .8 1 0 .80 88 .23
2 6 x x x x x 4 1 ,6 6 6 .6 7 0 .76 8 8 .9 9
27 x x x x x 3 8 ,5 9 8 .7 7 0.71 8 9 .6 9
2 8 x x x x x 3 3 ,3 3 3 3 3 0.61 9 0 .3 0
2 9 x x x x x 3 2 ,0 0 0 .0 0 0 .59 9 0 .8 9
3 0 x x x x x 2 6 ,6 6 6 .6 7 0 .49 9 1 .3 8
31 x x x x x 2 6 3 3 3 .3 3 0 .48 9 1 .8 6
3 2 x x x x x 2 5 3 3 3 .3 3 0 .46 9 2 .3 2
33 x x x x x 2 5 3 3 3 .3 3 0 .46 9 2 .7 8
3 4 x x x x x 2 4 ,7 1 9 .1 4 0 .45 9 3 .2 4
35 x x x x x 2 4 ,4 4 4 .4 4 0.45 9 3 .6 8
36 x x x x x 2 4 ,0 0 0 .0 0 0 .44 9 4 .1 2
3 7 x x x x x 2 2 ,2 2 2 .2 2 0.41 9 4 .5 3
38 x x x x x 2 1 ,2 2 2 .2 2 0 .39 9 4 .9 2
39 x x x x x 2 1 ,0 0 0 .0 0 0 .38 9 5 .3 0
4 0 x x x x x 2 0 ,8 8 8 .8 9 0 .38 9 5 .6 8
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N o . C ustom er N am e V olu m e (litres)
Industrial Sa les D iv ision  (A rea 1) A verage 9  M onths % o f  the Total C um ulative %

4 2 x x x x x 17 ,000 .00 0.31 9 6 .3 3
43 x x x x x 16 ,000 .00 0 .29 9 6 .6 3
4 4 x x x x x 16 ,000 .00 0 .29 9 6 .9 2
45 x x x x x 16 ,000 .00 0 .29 97 .21
46 x x x x x 13 ,333 .33 0 .24 9 7 .4 6
47 x x x x x 12 ,683 .95 0.23 9 7 .6 9
48 x x x x x 12 ,000 .00 0 .22 97 .91
4 9 x x x x x 11 ,899 .38 0 .22 9 8 .1 2
50 x x x x x 10 ,000 .00 0 .18 9 8 .3 1
51 x x x x x 9 ,3 3 3 .3 3 0 .17 9 8 .4 8
52 x x x x x 8 ,724 .28 0 .16 9 8 .6 4
53 x x x x x 8 ,333 .33 0 .15 9 8 .7 9
54 x x x x x 8 ,0 8 0 .0 0 0.15 9 8 .9 4
55 x x x x x 8 ,000 .00 0 .15 9 9 .0 8
56 x x x x x 8 ,0 0 0 .0 0 0 .15 99 .23
57 x x x x x 6 ,6 8 8 .8 9 0 .12 9 9 .3 5
58 x x x x x 5 ,333 .33 0 .10 9 9 .4 5
59 x x x x x 5 ,333 .33 0 .10 9 9 .5 5
60 x x x x x 3 ,6 0 1 .0 5 0 .07 99 .61
61 x x x x x 2 ,8 4 4 .4 4 0 .05 9 9 .6 7
62 xx x x x 2 ,4 4 4 .4 4 0 .0 4 99 .71
63 x x x x x 1 ,947 .56 0 .04 9 9 .7 5
64 x x x x x 1 ,807.78 0 .03 9 9 .7 8
65 x x x x x 1 ,777.78 0 .03 99.81
66 x x x x x 1 ,777.78 0.03 9 9 .8 4
67 x x x x x 1,767.33 0.03 9 9 .8 8
68 x x x x x 1 ,544 .44 0 .03 9 9 .9 0
69 x x x x x 1 ,333.33 0 .02 9 9 .9 3
70 x x x x x 1 ,333.33 0 .02 9 9 .9 5
71 x x x x x 555 .56 0.01 9 9 .9 6
72 x x x x x 555 .56 0.01 9 9 .9 7
73 x x x x x 511.11 0.01 9 9 .9 8
74 x x x x x 489 .8 9 0.01 9 9 .9 9
75 x x x x x 155.56 0 .00 9 9 .9 9
7 6 x x x x x 155.56 0 .0 0 100 .00
77 x x x x x 111.11 0 .00 100 .00
78 x x x x x 4 4 .4 4 0 .00 100 .00

T O T A L 5 ,4 6 8 ,9 3 8 .5 2
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