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Abstract

TE 164266
This 1s a research project on implementing the quality management system. ISO 9001:2000, for the
order processing section of the customer service department of the Dutch Mill Group, which
manufactures and distributes dairy products throughout Thailand. The major problem was that the
staff was unable to respond to customers’ complaints, such as not receiving the goods ordered, not
receiving the amount ordered, receiving the wrong order, or not receiving the goods on time
altogether, which affected customer satisfaction. After analysis of the organizational problems, it
was found that the root cause of the problem was the non-standardized operations of the order
processing and logistics procedures, which made the staff unable to find the customers’ complaint
data. Therefore, the researcher took corrective actions by utilizing ISO quality management
procedures of the order processing section through using flow charts. setting control points,
determining indicators and setting key performance indicators. establishing control plans. and
documenting the standard operating procedures according to the company’s organizational policies
and the requirements of the ISO 9001:2000 quality management system. The results of
implementing these actions show the ability to respond to complaints increased from 84.8 percent to

90.1 percent, due to the increased efficiency of data retrieval.





