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The objective of the research in Zero Complaint Management is to manufacture the
conformed products by not increasing defective in the process. Customers will be upset with
nonconforming products and will not want to use the same Name brand product anymore.
Furthermore, bad news will be spreaded which will effect the Name hrand. short, the
objective of this research is to search for the management that will lead to the Zero Complaint.

Zero Complaint Management in this research can be divided into 2 parts; First, corrective
action against the complaint from customers in order to prevent the recurrence. Second
preventive action in order to prevent new complaint from customers. First part, any complaint
from customers will be investigated from cause, so that corrective action can be planned. After
such implement and follow up that corrective actions are effective. PDCA circle will be rotated
until the recurrance is not found. Preventive action will be started from failure mode and effect
analysis (FMEA). The result of FMEA will lead to process improvement. Inspection and testing
plan can be made as needed. Corrective actions must implement immediately in order to
prevent any new complaint from customers after the observation during the process. Check
sheet and Cause and Effect diagram will be applied for the main cause analysis in this
research. Mistake - proofing systems will also be applied to the process for improvement.
addition, SQC will also be applied to control the quality of the products.

The result of this research showed the decrease in the complaint from customers, from
10.24 ppm. during October 1998 to March 1999 which is the period before the research, to 0
during April to June 1999, which is the period of our research.
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