Corrective Action Process Example

By: Greg Hart, President - Hart Innovative Solutions, Inc.

Corrective Action in Context

o Cost of Quality
0 Prevention - Appraisal
0 Internal Failure - External Failure

o Corrective Action
0 Detect escaping defects (Appraisal)
0 Determine extent and cause
0 Repair or Scrap (Internal / External Failure)
0 Install Permanent Fix (Prevention)

Prevention before the fact is preferable through design for manufacturing, process design
and supplier involvement

Typical Problems

o Multiple Process Paths - Internal / Supplier
Multiple hand-offs / delays
Unclear Roles & Responsibilities
Focus on Disposition - Expediting Replacement Parts
Containment / Inventory Control Limited - Repeat Defects
Ineffective Corrective Actions: “Talked to Operator...” etc.
Don’t install Permanent Fixes to Producing Process
Don’t focus on vital few - Pareto Ranked Defects
System - variable entry, manual forms, missing links
Unclear Supplier Specifications - Lack Quality Plans
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Example Process

Current Corrective Action Process

Discover Defective Enter - Categorize Queue Problem Verify Condition Sort Inventory &
Part in Assembly / Service  Problem Report  Reports (ACC/ME/SE) ~ (ACC/ME/SE) ~ Contain Problem (ACC/SPM)
(OP/ FE) (OP / FE) ACC- Asby. Complaint Coordinator
BP - Buyer - Planner

Hand-offs - .1995 ] Delays FE - Field Engineer
Hlif CoQ A O Lack Data % ME - Manufacturing Engineer
o i |2

EE|
EE

. OP - Assembly Operator
Integnty — SE - Service Engineer
SR - Supplier Representative
SPM - Service Parts Management

Investigate for Contact Supplier
Transfer Data to Root Cause / Fix Enter Repair P.O.
CCAR/SCAR (ACC) (ACCIME-SR) (ACC/BP/SPM)

Return Parts to Feedback / Enter
Supplier (ACC/SPM) Permanent Fix
(ECO)
(SR-ACC/MEI/SE)
—» Root Cause: Internally Responsible - Fix Design, Material, Method,ECO, etc.
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Proposed Corrective Action Process

Enter Problem Queue Problem Verify Condition Sort Inventory &

PartDiIr??svsegn?;;eftsweervice Report-DMR Reports (ACC/SE) (ACC/SPM)  Contain Problem (ACC/SPM)
(OP/ FE) Standard by
Commodity (OP/FE) - -
ACC- Asby. Complaint Coordinator
BP - Buyer - Planner
@ FE - Field Engineer
/ & ME - Manufacturing Engineer
Clear Roles Automated ‘ OP - Assembly Operator
¢ ; t SE - Service Engineer
Short Cycle Time Data Driven =/~ | SR - Supplier Representative
© G/ SPM - Service Parts Management
Contact Supplier Investigate
Pass DMR to MQAE ~ Fax/EDI DMR Enter Cause/Fix Return Parts to Fax/EDI
in System Queue  to Supplier (ACC) ~ RepairP.O.  (ACC/SP) Supplier (ACC) Permanent Fix
(ACCI/SE) (BP) (SPIACC)
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