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A quality problem often found by the customers, particularly in the direct-sale distribution channel
of pasteurized milk was that milk spoiled before the expiration date shown on the milk bottle. This
problem, of course, caused customer’s dissatisfaction and affected sales. After collecting and
analyzing the data from the case study company via Why-Why analysis, we found that the problem
was a result from improper handling behavior of the direct salespersons. However, salesperson’s
behavior varies from one person to another and may require different resolution for each behavior.
Instead of considering each behavior separately, we propose to identify and analyze the actual
causes of these misbehaviors due to both salespersons and management. The analysis was based on
logic, evaluation of inadvertent errors, and statistical methods. Once the actual causes were
identified, we recommended the appropriate strategic responses for the aforementioned
misbehaviors. The strategies included Penetration Strategy, Strengthening Strategy, Holding
Strategy, and Terminating Strategy. The selected strategies were installed and applied to the
operations of the case study company. As a result of the strategies, the company’s efficiency of the
direct salesperson’s handing behaviors is expected to rise to more than 65% by the year 2009,

compared to the same number which was merely 22% in 2006.





