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A shoe manufacturing company is experiencing a problem with its customer complaints and sales returns in the boot division. The top executives will meet to figure out what the issues encountered in the boot division are costing the whole company.

Therefore, for this assignment, I will have to create an affinity diagram with six types of cost centers to illustrate where the boot division is costing too much money to the company. The picture below includes the problem statements and the six cost centers that are affected by the boot division.
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The customer complaints experienced by the shoe manufacturing company include, bad publicity affecting the company online, the morale of customer service employees and high turnover among personnel and overtime for existing customer service personnel handling customer complaints calls (DRURY, 2013). The returns experienced by the shoe manufacturing company include income and revenue, the stock of boots and damaged goods. Bad publicity affecting company online is as a result of negative reviews on their products and services. Negative reviews tend to keep customers away because they are afraid of not getting the real value of their money. The moral of the customer service may annoy the customers because it may not be okay sometimes; thus they find it disrespectful from the customer service staff. Overtime pay for an existing customer tends to lead to drive customers away because they would not like to buy a product much higher than what they paid for (DRURY, 2013). In terms of returns, the income of boot division is much lower than the previous salary. The stock of boots is on a decline because customers have lost value in them and also due to the damaged boots that are not appealing to the customers.
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