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Abstract
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This research studied customers’ dissatisfaction problem in packaging printing process. It was found
that the claims due to this quality problem were about 3.2% of total products sent to customers. The
problem of alike products mixing was more serious when the products reached the customers. This
study presented approaches to analyze this problem, and was divided into two parts. The first part
was a review of historical data and identifying generic condition of the problem. The second part
was to analyze the root causes using Why-Why analysis under the generic condition mentioned
above. The results from the study showed that the alike products mixing occurred rather rarely. But
it often occurred when very similar products were in production consecutively. Moreover, the
general condition under which the mixing occurred was when the products were handled by human
to make certain decisions. Further analysis using Why-Why analysis method found that the mixing
was likely to happen when dissimilarity features of the products were not in the visual range,
insufficient illumination of the work space, and absent-mindedness of workers due to the work
procedure. To resolve these problem causes, the height of the workspace was adjusted so
compensate the limited human’s visual range, illumination of the workspace was increased, and new
work procedure was introduced. These procedures was estimated to be able to reduce the mixing
problem from 2 to 0 lots per year, corresponding to reclaim reduction of about 3.1 % of total lots of

products.
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