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Customer Complain Reduction by Improvement Concepts:

A Case Study Southern Shipping Company, Limited.
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Abstract

This study is an action research. The purposes of this study are to find the
causes of customer complaint about the damaged product during transportation, and to
assess the proposed process. The techniques and a quality standard employed in this
case is Kaizen. The research is composed of 7 steps including studying company context
,set up Kaizen team, study the operating conditions, find the existing problems of
complaint, analyzing the root causes, finding out the corrective measures and
implementing the corrective action and verifying the results of the action. The research

found that the total number of customer complaints are 436 cases from 180 containers.
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There are three main problems 1) Containers are screwed out 2) Containers are broken
and 3) Containers are scratched. The main cause and solution are solved by 3M (Men,
Machine and Method).

Keyword: Improvement, Shipping Company, Kaizen.
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