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ABSTRACT

This research aimed to 1) study and analyze the problems in the product order status
checking process of the Purchasing Department in an engine manufacturing company, and 2)
improve the process to reduce data search time and enhance service efficiency for internal
customers. The study employed an action research methodology with a case study approach.
The sample included all seven employees of the Purchasing Department using complete
enumeration, and 10 purchase orders selected from a total of 300 orders using stratified random
sampling. The 300 orders were categorized into three groups by value: high-value (50 orders, 4
selected), medium-value (150 orders, 4 selected), and low-value (100 orders, 2 selected), with
samples drawn using computer-assisted simple random sampling within each group. Research
instruments consisted of 1) structured interview forms, 2) work observation recording forms, 3)
problem cause analysis using a Fishbone Diagram, and 4) process improvement analysis based
on ECRS principles. Data were analyzed using descriptive statistics, content analysis, root cause
analysis, ECRS analysis, and operational time comparison. The study revealed key problems:
internal customers could not independently check order status and had to rely on purchasing
staff, while inconsistent recording methods among staff caused time-consuming and complicated
data searches. To address these issues, the researcher applied ECRS principles, focusing on the
“Simplify” aspect by implementing an information system. The results showed that before
improvement, the process took an average of 160.77 minutes per item, which was reduced to
131.37 minutes per item after improvement, saving 29.40 minutes per item, equivalent to an
18.29% improvement. This enhancement reduced staff workload and significantly increased
internal customer satisfaction.

Keywords: process improvement; ECRS; order status checking
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