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KITTIWAT SIRIKASEMSUK : DESIGN OF QUALITY MANAGEMENT SYSTEM IN
SMALL-SCALE FAMILY-BUSINESS : CASE STUDY OF AIR-CONDITION
PARTS TRADING DEALER. THESIS ADVISOR : ASSOCIATE PROFESSOR
DAMRONG TAVEESANGSAKULTHAI. 253 pp. ISBN 974-17-6410-3.

The objective of this thesis is to design the quality management system which is suitable for smail-scale family-
business of air-condition parts trading dealer ,including of solving the problems that this business has to deal with by
implementing the proper criteria of 1ISO9001:2000 system namely 4.1c, d, f, 4.2.1a, d, 4.2.3, 5.1,5.2,5.5.1,5.5.3, 5.6.1,
56.3c,6.1,6.2.1,6.2.2a,b,d,6.3,6.4,7.2.1,7.23c,7.5.1c,d,f, 7.56.4,755,8.23and 8.5.3

At first 37 problems were found after the data was collected then the problems were selected and narrowed
down to 16 problems for instance, the structure of the organization is not clear, there's no standard for the recruitment,
spending too much time to train the new employee, working environment is not suitable, the products is lost when
salesmen work in provincial area, the customer is not satisfy with the claim system, salesmen forget the company
property at the customer store, the organization doesn’t has the problem preventive system between the organization and
the customer, the stock doesn't has the good arrangement, the delivery is delay and the delivery history is not organized,
etc. The quality tools such as cause & effect diagram, tree diagram, £S are used for analyze the problems to find the
cause of the problem after that the quality management system is designed.

From 15 approaches that have implemented the results that compare between before and after implement are
as foliows 1) Some problems never happen again i.e. the stock was arranged make it easier to use and check, the
delivery history can be easily checked. 2) The frequency of some problems is reduced i.e. the value of money from
products lost when salesmen work in provincial area is reduced from 4,907 baht/month to 570 baht/month, the forgotten
rate of the salesmen is reduce and the severity of the problem about the human is decrease. 3) The continuous
improvement is occurred by the vision and the design of problem preventive system between organization and customer.
Including training period for new employee is reduced from 2-4 months to 1-2 weeks 4) The work standards have
implemented i.e. the recruitment standard 5) The organization can satisfy the customer need better than before in the
claim system, delivery, the standard of price etc. In addition the quality management system in this thesis is proposed to
be the model of the small-scale family-business of air-conditions parts trading dealer as well as another business that this

system can be applied with.
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