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T h e  o b je c tiv e  of th e  r e s e a r c h  in Z e ro  C o m p la in t M a n a g e m e n t is to  m a n u fa c tu re  th e  
c o n fo rm e d  p ro d u c ts  by no t in c re a s in g  d e fe c tiv e  in th e  p ro c e s s .  C u s to m e rs  will b e  u p s e t  with 
n o n c o n fo rm in g  p ro d u c ts  a n d  will no t w a n t to  u s e  th e  s a m e  N a m e  b ra n d  p ro d u c t a n y m o re . 
F u rth e rm o re , b a d  n e w s  will b e  s p re a d e d  w hich  will e ffec t th e  N a m e  b ra n d . เท sh o r t, th e  
o b je c tiv e  o f th is  r e s e a r c h  is to  s e a rc h  for th e  m a n a g e m e n t  th a t will le ad  to  th e  Z e ro  C o m p la in t.

Z e ro  C o m p la in t M a n a g e m e n t in th is  re s e a rc h  c a n  b e  d iv ided  into 2 p a rts ; F irst, c o rre c tiv e  
a c tio n  a g a in s t  th e  co m p la in t from  c u s to m e rs  in o rd e r  to  p re v e n t th e  re c u rre n c e . S e c o n d  
p re v e n tiv e  a c tio n  in o rd e r  to  p re v e n t n ew  c o m p la in t from  c u s to m e rs . F irst p a rt, a n y  co m p la in t 
from  c u s to m e rs  will b e  in v e s tig a te d  from  c a u s e ,  so  th a t  co rrec tiv e  ac tio n  c a n  b e  p la n n e d . A fter 
su c h  im p le m e n t a n d  follow  u p  th a t co rrec tiv e  a c tio n s  a re  effec tive . P D C A  circ le  will b e  ro ta te d  
until th e  re c u r ra n c e  is n o t fo u n d . P re v e n tiv e  ac tio n  will b e  s ta r te d  from  fa ilu re  m o d e  a n d  e ffe c t 
a n a ly s is  (FM EA ). T h e  re su lt of FM EA  will lead  to p ro c e s s  im p ro v em e n t. In sp ec tio n  a n d  te s tin g  
p lan  c a n  b e  m a d e  a s  n e e d e d .  C o rrec tiv e  a c tio n s  m u s t im p lem en t im m ed ia te ly  in o rd e r  to  
p re v e n t  a n y  n e w  co m p la in t from  c u s to m e rs  a f te r  th e  o b se rv a tio n  du rin g  th e  p ro c e s s .  C h e c k  
s h e e t  a n d  C a u s e  a n d  E ffect d ia g ra m  will b e  ap p lied  for th e  m ain  c a u s e  a n a ly s is  in th is  
r e s e a r c h . M is tak e  -  p roofing  s y s te m s  will a lso  b e  ap p lied  to  th e  p r o c e s s  for im p ro v e m e n t. เท 
ad d itio n , S Q C  will a lso  b e  a p p lie d  to  con tro l th e  quality  o f th e  p ro d u c ts .

T h e  re su lt  of th is  r e s e a r c h  sh o w e d  th e  d e c r e a s e  in th e  co m p la in t from  c u s to m e rs ,  from
1 0 .2 4  p p m . du ring  O c to b e r  1998  to  M arch 1999  w hich  is th e  period  b e fo re  th e  r e s e a r c h ,  to  0 
du ring  April to  J u n e  1999 , w h ich  is th e  period  of o u r  re s e a rc h .
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