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IMPROVEMENT OF SERVICE
OPERATIONS PERFORMANCE

FOR LABOUR SUPPLYING
COMPANY

ABSTRACT

This research aims to increase customer’s satisfaction for labour supplying
section and reach the customer's expectation level of 80%. Six-Sigma
methodology (D-M-A-I-C) was applied to solve the problem. There are 7
problem issues selected to examine its cause by using Why-Why Analysis.
The findings of this research provide 20 causes and classify 19 solutions. 17
solutions are considered to be worth for administration. After the
implementation, the latter customer satisfaction rating is increased which
categorized into the following points. First, wearing safety device point
sharpens from 60% to 73.55%. Second, the speed of document delivery rises
from 62.6% to 83.23%. Third, contractors pay more attention to customer’s
safety rules and regulations; therefore, the evaluation goes up from 70% to
75.48%. Next, convenience of coordination with contractor increases from
68.8% to 80%. Finally, accuracy of document inflates from 61.2 % to 87.74 %.
There are many factors to indicate the change as followed. First of all, the time
of sending daily document alters from11.45 a.m. to 10.27 a.m. Besides, billing
period declines from 21 days to 14 days. Lastly, percentage of error in billing
document decreases from 20% to 5.5%. In controlling step, there are not only
indicators of each point but also identification of goal and frequency of
following in order to continually improvement which can forecast that
customer satisfaction will be more increase in the later period.

KEYWORDS

improvement, service operations, labour supplying
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