Just in time systems and Continuous improvement strategies
Using Just in time systems and Continuous improvement strategies and production efficiency to avoid customer switching.
Identifying the board of problem area:
A manager of a production company observes that numbers of customers buying their products are decreasing and customers are willing to buy similar product from the company's counterparts. The manager is not certain about the real cause of customer switching which is a real threat therefore, necessity of investigating in this regard in order to save the company from bankruptcy or financial crisis is undeniable. Due to availability of products in market, losing a customer is a serious setback for the firm in terms of its present and future earnings. In addition to losing the benefits, the firm needs to invest resources in attracting new customers to replace the ones it has lost (advertising, promotion, initial discount). Peters (1987) shows that it can cost five times more to acquire a new customer than to retain an old on. Consequently the idea of using some methods to increase the quality and services develops the following board of problem statement: What should be done to avoid customer switching? What strategy and systems should be implemented to satisfy customers?
Problem statement:
Quality and customer satisfaction have long been recognized as playing a crucial role for success and survival in today’s competitive market. Not surprisingly, considerable research has been conducted on these two concepts. Notably, the quality and satisfaction concepts have been linked to customer behavioral intentions like purchase and loyalty intention, willingness to spread positive word of mouth, referral, and complaint intention by many researchers (Olsen, 2002; Kang, Nobuyuki and Herbert, 2004; Söderlund and Öhman, 2005).

Recent research by Bolton (1998) has provided evidence attesting to the existence of a significant relationship between customer satisfaction and dissatisfaction, and customer retention which leads to customer switching. Now the manager demand to use just in time systems and continuous improvement strategies to satisfy customers through scientific investigations.

To what extend just in time system, continuous improvement strategies and production efficiencies avoid customer switching in among manufacturing in Malaysia?
Theory:
There is a positive relationship between customer satisfaction and customer retention.

There is a negative relationship between customer satisfaction and customer switching.

There is a positive relationship between production and customer satisfaction mediated by product efficiency.

There is an indication that continuous improvement strategies moderate the relationship between production and product efficiency.

There is an indication that Just in time systems moderate the relationship between production and product efficiency.

There is an indication that continuous improvement strategy moderates the relationship between services and customer satisfaction.

There is an indication that Just in time systems moderates the relationship between services and customer satisfaction.

There is a positive relationship between communication and customer satisfaction.

There is a negative relationship between communication and complaint.

There is a positive relationship between communication and loyalty.

There is a negative relationship between complaint and customer satisfaction.

There is a negative relationship between complaint and loyalty.

There is a positive relationship between customer satisfaction and loyalty.

There is a positive relationship between loyalty and customer retention.

There is a negative relationship between loyalty and customer switching.
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Conceptualization and Operationalization:

Product:
The end result of the manufacturing process, to be offered to the market place to satisfy a need or want.
Production:
Production is the process whereby inputs of labor, materials (produced or natural), accumulated assets and knowledge are combined to provide outputs of goods and services.

How to measure the knowledge of employees?

How to measure quality of production?

How to measure quantity of production?

How to measure performance of production?
Just in time:
A manufacturing philosophy which eliminates waste associated with time, labor, and storage space. Basic of the concepts are that the company produces only what is needed, when it is needed and in the quantity that is needed.
Just in time systems:
A corporate system designed to produce output within the minimum lead time and at the lowest total cost by continuously indentifying and eliminating all forms of corporate waste and variants, a corporate strategy and a philosophy.

It helps us to reduce waste (i. e.: transportation, process, inventory, motion, product defects).

It helps us to reduce lead time.

It helps us to minimize or possibly eliminate overproduction.

It helps us to produce the exact product due to customer's request.

How to measure waste reduction?

How to measure quantity of production?

How to measure quality of services given to customers?

How to measure lead time in production?

How to measure lead time in quality of services?

Where to implement analysis of data?

Lead time is the time interval between the initiation and completion of the production process.
Continuous improvement Process:
The seeking of small improvements in processes and products, with the objective of increasing quality and reducing waste. Continuous improvement is one of the tools that underpin the philosophies of total quality management and lean production. Through constant study and revision of processes, a better product can result at reduced cost. Kaizen has become a foundation for many continuous improvement strategies, and for many employees it is synonymous with continuous improvement.
Continuous improvement strategies (Also Called Kaizen):
Methods which are implemented for continuous improvement.

It helps us to define the standard for a process that we want to improve.

It helps us to list all of the performance measurement applicable to the process that we are evaluating.

It helps us to collect data about the process in order to improve a process.

It helps us to determine what measures to use when evaluating the process.

It helps us to implement the improvements and to continue measuring performance to track changes and abnormalities.

How to measure quality of products?

How to measure production wastes?

How to analyze production processes?

How to control production processes?

How to improve production processes?

How to measure quality of services?

Where to implement analysis of data?

How to control quality of services?

How to improve quality of services?
Efficiency:
The ratio of output to the input of any system is called efficiency.
Production efficiencies:
The ratio of output to the input of products in company.

On the other hand, The ability to produce a good, using the fewest resources possible is called production efficiency.

How to measure goods production input?

How to measure goods production output?

How to analyze ratio efficiency?

Where to implement analysis of data?
Customer switching activity:
A switch, is essentially seen as the free (by choice) movement of a customer (defined in terms of an overall relationship or the supply points) from one supplier to another.(A universal indicator of customer switching activity, Philip E, Lewis)

How to measure movement of customer from one supplier to another?
Customer satisfaction:
The most common interpretations reflect the notion that satisfaction is a feeling which results from a process of evaluating what was received against that expected, the purchase decision itself and the fulfillment of needs or want (Armstrong & Kotler, 1996; Berkowitz et al.1999). Kotler (1999) also noted that satisfaction is a function of perceived performance and expectations which identifies feelings of a person resulting from comparing a product’s perceived performance in relation to his or her expectations. Bitner and Zeithaml (2003) stated that satisfaction is the customers’ evaluation of a product or service in terms of whether that product or service has met their needs and expectations. Fe and Ikova (2004) added that the perception of the word "satisfaction" influences the activities which we conduct to achieve it.

How to measure customer satisfaction? (Gathering data by questionnaire)

How to analyze customer satisfaction measurement result?

Where to implement analysis of data?
Communication:
Is a process of transforming information from one entity to another (Organizations to customers and suppliers).

It helps us to understand customer's point of view and suggestions and their needs.

It helps us to improve customer relationship.

It helps us to understand customer's behavior.

Which method should be used to gather information from customer?

How to analyze the gathered data to obtain result?

Where to implement the data analysis result?
Customer Loyalty:
Feeling or attitude that incline a customer either to return to a company, shop or outlet to purchase there again, or else to re-purchase a particular product, service or brand.

Faithfulness or a devotion to a company and its products, Customer loyalty represents the repeat purchase, and referring the company to other customers (Heskett et al. 1994). According to Duffy (2003) loyalty is the feeling that a customer has about a brand which ultimately generates positive and measurable financial results. Improvements in retention and increasing in the share of the company are the obvious economic benefits of customer loyalty. According to Feick and Lee (2001), customer loyalty has been measured as the long-term choice probability for a brand or as a minimum differential needed for switching.

How to measure customer loyalty? (Gathering data by questionnaire)

How to analyze the result from the customer loyalty survey?

How to implement result from the survey to establish performance standards and goals for future?
Complaints:
Act of expressing displeasure.

How to measure customer complaints to avoid problems? (Gathering data by questionnaire)

How to monitor customer complaints to avoid pit falls and problems?

How to handle and manage customer complaints?

How to handle and deal with difficult and angry customers?

How to analyze and respond to customer complaints?

How to implement results of complaints as a feedback?
Customer:
Someone who pays for goods and services,
Hypotheses:
There is a positive relationship between production and customer satisfaction mediated by product efficiency.

There is an indication that continuous improvement strategies moderate the relationship between production and product efficiency.

There is an indication that Just in time systems moderate the relationship between production and product efficiency.

There is an indication that continuous improvement strategy moderates the relationship between services and customer satisfaction.

There is an indication that Just in time systems moderates the relationship between services and customer satisfaction.

