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This research is concerned with the development of the sales sysien in a plastic pipe manufacturing company. it
aims 1o respond to real customer requiremeuts and 10 increase clstornersatisfaction. The technique used in this research is
Quality Function Deployment (QFD) with & Four-Phase niodel for finding processes and control procedures 10 improve the
sales system. “Product Planning” is the first step Wsed 10 get infonmation about the Cusiomer requirements, which are translated
into technical requirements of design specifiéation in the company’s inlerual technical language. The second step is “Product
Design™ in which the technical requirements from “Praduct Plauning” ate (ranslated into part characteristics in order to be the
basis for the analysis of appropriate procedures for the “Process PIauninE’ step. Using relation diagrams, an anatylical tool of
Total Quality Management (TQM), part/characieristics arc transtated info process characteristics in the “Process Planning”
step. Finally, the process characteristics are #issigned specitic control methods in the “Process Contrul Planning” step. This last

slep involves procedures for system improvement in temms of control, inspection, and respousibility.

The sales and marketing departinerils-are the primary wnits involved in lhe sales system. In order 1o check
continuously the situations of the company and the compelitors, the company should pay attention o the cusiomers, hold
meetings to gather all the probieniS, and-plan-ihe procediies-to-bu-Cartied-oul. Wil all these sleps, moreover, the company'
- knows the cusiomer requirements. and can quickly adjust appropriale operating procedures. The results from the mectings
indicate clear operational progress and the responsible personnel for each working step and also show (he structure and details
of the improved procedures, Fromi this reseanch, it is clearly demonstrated that the development of the sales system in the
plastic pipe manufacturing /company needs 10 invalve pot galy adjusiment of'Sales-reiated departments but also that of other
departments in the company. 'Ihﬁ enables the operations 10 be smoothly integraled. The operations involved are production
planning, total préventive maintenance; testing-ol qaw materialand product quality;, goods trusportation, and provision of
computer network system. The better operating procedures résult in'better product quality, decreased.production cost (which
makes product price as low as that of the competitors), and better and mare eflective working system. The assessmem-ol' this
research uses the opinions of company workers who are involved in the concerned processes. The results show that respondents
are satisfied with the improved processes (compared with the old ones) since. the sales system has more ficxibility, less work

duplication, and better prevents mistakes.
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