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ABSTRACT

This research was a study of problems arising from the inspection process before
delivering products to customers. The objective was to analyze the cause of undetected defect of
product and send it to customer and find solutions to solve problems and can reduce customer
complaints.

165 complaints from customers were collected and then prioritized each issue with
the Pareto chart and analyzed the cause of the problem with Why Why analysis. The aspect of the
defect which should be resolved first was the appearance defect that appears to be 136
complaints. And problems from such defects could be from: the examination not found is the
PCB Crack, Solder mask bleeding, Marking Dirty, Dirty from dust. There were no steps to unfold
the board edge in SWI. There were no quick job inspection procedures. Employees have not
understood the use of inspection cameras. The staff were tired from checking the work for a long
time. Therefore, ways to solve the problem is using the Standard Work Instruction (SWI) and
using the theory of training.

From the results of the research, it was found that complaints from customers
decreased from 165 complaints to 37 complaints, decreased to 77.58 percent. The eye
examination process before adjustment was 136 complaints after the improvement to 14

complaints decreased to 89.71 percent.
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