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The objectives of this industrial research project are to define problems and causes in deploying
policies from the company to the customer service department in order to solve a current company

problem, which is the non- alignment of working direction in each department.

This industrial research project explored the problems in policy deployment from the company to
the customer service department, analyzed causes of problems, and proposed suggestions. There are
five steps in this project. First, studying organization chart and working processes in the customer-
service department was performed. Next, researcher studied the policy deployment procedure of
company, the policies, and the company targets. Later, researcher studied and checked the policies,
KPI’s, and targets of the customer service department using the model of Komatsu company policy
defining. After that, researcher compared policies, KPI's, and targets at the company level with
those at the department level using matrix diagrams. Finally, root causes were analyzed using tree
diagram and Why-Why analysis technique. In the conclusion, the major problems were that the
policies and targets didn’t deploy from the company level to the department level, and the
department defined an inappropriate indicator. From the root cause analysis, the major causes of
problems were that people did not have enough skill and less cooperation among department.

Rescarcher also suggested some solutions, which the company may consider to apply in the future.





