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ABSTRACT 

 

 

To stay competitive and sustain long term profitability, Business Process 

Improvement (BPI) methodologies has become strategically important for many 

enterprise company in recent years. This research therefore explored business 

process improvement methodology in the areas of quality management as an 

essential work to create a successful and competitive enterprise. Managing customer 

complaint is the major challenges for quality department. Slow respond to customer 

complaint due to product failure has a big implication to the entire organization such 

as embark or increase customer dissatisfaction, lose customer trust, tarnish company 

reputation, and decrease in sales and revenue. However, the process of identifying 

failure or defect root cause(s) and defining the corrective and preventive actions 

consumes considerable amount of precious time and effort of engineers. In this 

research, we deployed BPI methodology called Tabular Application Development 

(TAD) for business process improvement. The TAD business improvement method 

has resulted the development of prototype dynamic web-based application of an 

integrated information system and defect knowledge central as a solution. Based on 

process simulation, the improvement solution can help to reduce 23% of average 

cycle time for treating one customer complaint.     
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ABSTRAK 

 

 

Untuk kekal berdaya saing dan mengekalkan keuntungan jangka panjang, 

Peningkatan Proses Perniagaan (BPI) metodologi telah menjadi faktor penting bagi 

banyak syarikat perusahaan dalam tahun-tahun kebelakangan ini. Oleh itu, kajian ini 

dijalankan untuk menerokai Peningkatan Proses Perniagaan (BPI) metodologi dalam 

meningkatkan bidang pengurusan kualiti sebagai kerja yang penting untuk 

mewujudkan perusahaan yang berjaya dan berdaya saing. Urusan aduan pelanggan 

adalah cabaran utama bagi jabatan Kualiti. Lambat respon terhadap aduan pelanggan 

akibat daripada kegagalan produk mempunyai implikasi yang besar kepada seluruh 

organisasi seperti meningkatkan rasa tidak puas hati pelanggan, kehilangan 

kepercayaan pelanggan, mencemarkan reputasi syarikat, dan penurunan jualan dan 

juga hasil tahunan. Walau bagaimanapun, proses mengenal pasti kegagalan atau 

punca kecacatan dan menentukan tindakan pembetulan dan pencegahan 

manggunakan jumlah besar masa berharga dan usaha jurutera. Dalam kajian ini, 

kami menggunakan kaedah BPI yang di panggil TAD, iaitu Pembangunan Aplikasi 

Jadual digunakan untuk penambahbaikan proses perniagaan. Kaedah peningkatan 

perniagaan TAD telah menghasilkan pembangunan prototip aplikasi dinamik 

berasaskan sistem maklumat web bersepadu dengan pusat data bagi pengetahuan 

kecacatan sebagai penyelesaian. Berdasarkan proses simulasi, penyelesaian dapat 

mengurangkan 23% dalam purata masa kitaran untuk merawat satu aduan 

pelanggan. 
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CHAPTER 1 

 

 

INTRODUCTION 

 

 

1.1 Background 

 

Today’s business environment demands faster responses, better service, and 

increased agility. Unstable economics and unpredictable markets further pressurize 

an enterprise company to develop new product faster and manage their business 

process effectively and efficiently in order to win the competition to be the first in 

market and to become price leader. And therefore in 21st century, business process 

improvement (BPI) has gaining popularity among enterprises which seek to 

continuously optimize their underlying processes to achieve higher quality at 

reduces cost and cycle time [1].  

 

In an enterprise company, there are number of business processes which 

defines the way of an enterprise achieved its goals [2]. Hammer and Champy [3] 

define business process as a collection of activities that takes one or more kinds of 

input and creates an output that is of a value to the customer. For instant, examples 

of business processes for quality function in an enterprise company are supplier 

qualification, in-coming quality inspection, process and product audit, in-process 

quality control, out-going quality assurance inspection, handling customer complaint 

and so forth. Quality function has played strategically important element in supply 

chain which supporting the organization to have ability to succeed.  
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A supply chain is a global network of organizations and activities that supply 

a firm with goods and service. An organization cannot provide a high-quality 

product or service if it gets substandard quality products or services from their 

supply chain. Many organizations found, quality is a wonderful tonic for improving 

operations and supply chain. Managing quality helps build successful strategies of 

differentiation, low cost and response. For instance, defining customer quality 

expectations has helped Dyson, successfully differentiate its vacuum cleaner and 

bladeless fan as among the best in world. Nucor has learned to produce quality steel 

at low cost by developing efficient processes that produce consistent quality. And 

Dell Computers rapidly responds to customer orders because quality systems, with 

little rework, have allowed it to achieve rapid throughput in its plants. Indeed, 

quality may be the keys success factor for these firms [4]. 

 

Managing customer complaint is considered as one of important business 

process for quality function in an enterprise company. The process involves various 

entities along the supply chain. Customer complaint management is the process of 

dissemination of information aimed at identifying and correcting various causes of 

customer dissatisfaction [5]. It defines strategies used by companies to solve and 

learn from the previous mistakes in order to restore customer confidence in 

organizational reliability [6]. Slow respond to customer complaint has a big 

implication to the entire organization such that will spark or increase customer 

dissatisfaction. Alina [7] research proves that dissatisfaction leads customers to both 

migration behavior and negative referrals to other potential buyers, adversely 

affecting retention rates, profitability and organizational image.  

 

However, to gain and fast respond to customer complaint is always a 

challenge for any organization. The process of identifying failure or defect root 

cause(s) and defining the corrective and preventive actions consumes considerable 

amount of precious time and effort of engineers and technical expertise who are 

involved in the production and quality activities. In order to gain a correct and fast 

respond to product failures, the entire processing data or information must be  
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recorded and controlled in every step of the manufacturing process [8]. Knowing the 

root causes of a defective or failed product, need a special skills, experiences and 

knowledge from experts in the manufacturing area. Therefore, knowledge and lesson 

learn related to product failure or defect such as customer complaint information, 

failure / defect symptom, failure / defect root causes, corrective preventive actions, 

product defect knowledge and lessons learned shall be recorded and maintain 

effectively and efficiently.  

 

By having this information readily available at any point of time, 

organizations will gain accurate and fast failure investigation in order to respond to 

customer complaint. Besides that, organizations also will have the opportunity to 

learn from customer feedback and to exploit this information in order to take 

preventive measure, improve weaknesses, increase business process performance, 

avoid future negative experiences, and consequently reestablish customer 

satisfaction, loyalty and relationship commitment. Unfortunately, not many 

companies have effective and efficient to manage and provide this information fast. 

In many cases, information is not centralized and stored in different platforms and 

locations such as product history and traceability information located in various 

contract manufacturers (CM). This system design disables fast information retrieval 

and will caused delay in failure investigation and responding to customer complaint. 

Therefore, it is essential for the organization to overcome this problem to prevent 

catastrophic event by continuously improve and optimize customer complaint 

management business process.  
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1.2 Objective 

 

In order to improve problem discussed, the organization need to understand 

the underlying causes that caused the delay delivering fast respond to the customer 

complaint and provide solution for identified root causes. Therefore, the objective of 

this research is to reduce the average cycle time for treating one customer complaint 

in an enterprise company. Due to problem discussed is more related to information 

management, therefore, Tabular Application Development (TAD), one of business 

process improvement (BPI) methodology which is invaluable in developing an 

efficient information system deployed in aid to reduce process or cycle time in 

treating one customer complaint. In this research, the prototype, dynamic web-based 

applications of an integrated product information system and defect knowledge base 

propose as a solution. The develop systems expected to helps users to accelerate the 

searches and retrieval of defective or failed product historical or traceability 

information based on entered product serial number. The propose application also 

expected to equip with knowledge management concept which allowed users to 

capture, store, search, retrieve and display product failure or defect knowledge [8].   

 

 

1.3 Scope 

 

This research is positioned in the areas of Business Process Improvement 

(BPI) and Information System (IS) development. The research scope outlines are as 

per following: 

 

1. This research will focus on business process improvement for quality 

function of an enterprise company discussed in the areas of customer 

complaint management business process. Customer complaint management 

business process defined as a process to treat single customer complaint  
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start from receiving the customer complaint until problem’s root cause 

identified, solved and corrective action report (CAR) closure. This is also 

considered as one cycle of customer complaint management business 

process.   

2. Tabular Application Development BPI method will be deployed to model 

business process and develop information system (IS) which will ease data 

or information searches and retrieval process of product history, failure or 

defect knowledge and lesson learned. 

3. The customer complaint management business process model will focuses 

on customer complaint related to manufacturing process. 

4. The BPI measure which will be used in this research is the differences 

percentage of current process cycle time with new simulation business 

process model. The formula to calculate the improvement measure in this 

research given as, 

 

����� ��	� 
������
��� �����
���� �%�

=  
��� ����� ��	� − �����
� ����� ��	�

�����
� ����� ��	�
 � 100 

 

The positive “+” result denoted increase in cycle time and negative “-” 

result denoted decrease in cycle time.  

 

In summary, this chapter explained that organization must ensure they have a 

program in place to effectively and efficiently respond to product failures. Failed to 

immediately to respond to customer can have serious consequences to the 

organization. However, this problem can be overcome by using suitable business 

process improvement methodology. The next chapter is a literature review. 
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