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Abstract
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This research work aimed to study quality problems of a printing company. The small company had
been managed as family business. Claims on the printing company from its clients found to be
chronic problems of about 0.9 % of total orders. The most and increasing defects are out-of-standard
printing color. The defects were caused by behavior of operators which preferred to set and adjust
color via experiences. Moreover, the top management accepted the practice which, in turn,
generated the company quality culture depending on personal experiences. It was, in fact,
inappropriate culture. The study was conducted by interviewing with all concerned operators. In-
process daily/unplanned data was then collected and tested. Chi-square test and Kappa test methods
were applied to test the hypothesis which confirmed the inappropriate quality culture. The
inappropriate culture was evolved from 2 beliefs: naked eyes were good enough in determining the
right color; and subjective criteria in evaluating the accurate color were suitable. Two counter
measures were proposed: changing the practice of operators and bringing about rethinking of the top
management. The first was about employing measurement gauge instead of naked eyes to reach the
n'ghtl color, in other words, to be more quantitative than qualitative. The latter was about changing
the company quality culture with regard to the changing situations and requirements of customers.
Realizing the change, the top management should act as the change agent, set up a new poiicy, and
drive the operators to adopt the new practices. As a result, the printing color defects would be

reduced from 2.6 % to 1 % of orders which would lead to the client claims of 0.2 % of orders.





