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Quality assurance agreement with supplier

Part 4 – Processing of Concerns


	



1 Purpose

The Team-Oriented Problem-Solving Process is a method used to resolve a technical problem or system defect in the event of a concern. This problem-solving method comprises a sequence of 8 disciplines (8D). The systematic processing of these 8 disciplines involves creating a problem-solving report (8D report), which records the way in which the concern is handled and the corrective measures that are taken in a clear, summarized form.

2 Procedure

The supplier must submit a written statement to the customer, specifying what containment actions are to be taken (completion of 8D report up to discipline 3), within 48 hours of receiving the complaint or within the response time specified in the inspection report.

The supplier should complete the 8D report up to and including discipline 5 and return it within 5 working days of receiving the complaint or the reference parts.

3 Definition of the 8 Disciplines

Discipline 1: Team


A team must be set up for the purpose of processing the concern.


A Team Leader co-ordinates all activities and reports to the customer.

Discipline 2: Problem Description


The problem that has occurred must be defined as accurately as possible (who, what, when, where, why, how, how many) to prevent misunderstandings when the complaint is processed further.

Discipline 3: Containment Actions

In order to limit the damage that has occurred, any stock affected by the problem in the production and despatch storage areas, or stock which is en route to the customer, or at the customer's premises, must be located immediately, marked, and quarantined and recalled where necessary. 


The supplier immediately establishes what further containment actions (sorting, 100% inspection etc.) need to be taken on-site and checks their effectiveness.

Discipline 4: Root Causes


The supplier is responsible for determining the cause of the defect. In this instance the main emphasis is on checking whether the established causes of the defect actually triggered the current problem. 

Discipline 5: Chosen permanent Corrective Actions


In addition to determining the cause of the defect, the supplier is also responsible for defining effective corrective measures to solve the problem in the short term. The effect should be gauged. 

Discipline 6: Implemented permanent Corrective Actions


Corrective measures, which reliably prevent the defect from recurring, must be defined. Amongst other things, it is necessary to check what effect the established defect cause has on existing production documents (e.g. guidelines, technical specifications, drawings, FMEAs, work instructions).  

Discipline 7: Actions to prevent Recurrence


The implementation and effectiveness of the defined corrective measures must be reviewed.


In order to prevent this and all similar problems from recurring, management systems, operating systems, practices and procedures should be changed where necessary. 

Discipline 8: Approval Customer


The results that have been introduced effectively by the team are acknowledged by the customer.

Actions relating to damage limitation have priority over documentation requirements.

The “8D Report” form (see Enclosure 1) can be used to implement and document the solution to the problem.

4 Enclosures

Enclosure 1: 8D-Report

Translated by:

INA Bearing Company Ltd., Sutton Coldfield, Translation Office

The latest German-language version of this standard will always be taken as authoritative.
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