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Process Capability (C,) is a representative measure of how well the producer manages dispersion and bias for the specifications

needed by the consumer. This is expressed as a ratio of 6 times the natural tolerance to the specification. As the producer manages

the dispersion small, the capacity index becomes higher. And it is classified into 5 grades according to the degree of management.

It is a measure of the quality of processes used in most industrial fields. However, C,, is calculated by only reflecting the

mean and dispersion of the process, there is a disadvantage that it can not give information about the economic loss caused

by the inconsistency of the process with the target value. Overcoming these drawbacks, process capability indexes reflecting

C ., C and C

pm> pm ‘pl

various types of loss functions such as

have been developed. However, all of these previous studies have

applied the limit to the consumer specification, which is based on the traditional and passive quality perception that the quality

characteristic should exist within the limits of the consumer specification. In this study, we will develop ‘Customer Satisfaction

Quality Indicator (CSQI)’ which is a quantitative indicator that can be fully evaluated when the manufacturer’s specification
limit, which is an aggressive quality strategy, is applied. This is expected to be useful decision information for both producers

and consumers.
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<Table 1> Result of Multiple Regression in CSQI(LLF)

Model Summary

R’ R? Ry
.998 997 997
ANOVA
Model SS DF MS F CR
Regression 82.274 3 27425 |10230.424| .000
Residual 257 96 .003
Total 82.532 99

<Table 2> Result of Multiple Regression in CSQI(QLF)

Model Summary

R? R? R
999 998 998
ANOVA
Model SS DF MS F CR
Regression 29.411 3 9.804 |13887.925| .000
Residual 068 96 .001
Total 29.479 99

<Table 3> Result of Multiple Regression in CSQI(RNLF)

Model Summary

R? R? Ry
983 .966 965
ANOVA
Model SS DF MS F CR
Regression 176.482 3 58.827 923.053 .000
Residual 6.118 96 .064
Total 182.601 99
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(Table 4> Criteria of CSQI(LLF)

Customer Satisfaction Quality Indicator Grade
CSQI 5.98 1
5.98 CSQI 472 2
472 CSQl 3.49 3
3.49 CSQl 2.26 4
2.26 CSQI 5
{Table 5> Criteria of CSQI(QLF)
Customer Satisfaction Quality Indicator Grade
CSQI 3.70 1
3.70 CSQl 2.97 2
2.97 CSQl 2.26 3
2.26 CSQI 1.55 4
1.55 CSQl 5
<Table 6> Criteria of CSQ(RNLF)
Customer Satisfaction Quality Indicator Grade
CSQl 7.32 1
7.32 CSqQl 5.61 2
5.61 CSQI 3.95 3
3.95 CSQI 2.29 4
2.29 CSQl 5
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