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	Supplier
	Anyone who identified a problem (internal or external customer)

	Input
	Quality case (problem formally recorded)

	Process
	Identify > solve > prevent (using 8D problem solving method) 

	Output
	Solution implemented and root-cause eliminated

	Customer
	Internal or external customer (anyone impacted by the problem)

	Metric
	Number of problems recorded, percentage of cases solved within 30 days

	Owner
	Quality Assurance (QA), head of department

	Time/Trigger
	Process starts when problem was recorded, 30 days to solve and close case 

	Interfaces
	HR handbook, customer call procedure 2345, cost accounting guideline 1134B

	Validity
	Global process, valid for all entities

	

	#
	What + How 
	Who
	When

	0
	Record Problem
- External customers call service center to record problem
- Internal customers enter problem directly in Q-system 
Result: problem is formally recorded
	Anyone
	During office hours

	1
	Minor Problem Solving
- For minor problem, solve per customer service handbook
- For major problems (not in handbook), escalate to level-2 
Result: problem solved at level-1 or escalated to level-2
	Customer Service Member
	During call

	2
	Major Problem Routing
- Major problems are addressed by team leader
- If team-leader cannot solve, escalate to level-3 (Quality)
Result: problem solved at level-2 or escalated to level-3
	Customer Service Leader
	1h after call

	3
	Assemble Team (D1)
- Quality department was notified of the new Q-case
- Select people required to address the complaint
- Assign roles and responsibilities of all team members
Result: team and team-leader is assigned, step D1 done
	Head of Quality
	2h after call

	4
	Identify Problem (D2)
- Get facts, symptoms, and background information
- Describe the problem as precise as you can
Result:  problem statement properly defined, step D2 done
	Assigned Q-Case Leader
	4h after call

	5
	Contain Problem (D3)
- Develop a containment measure “quick fix” to prevent the problem from spreading (Band-Aid to stop the bleeding)
- Inform customer of containment measure
Result: problem is contained, step D3 done
	Assigned Q-Case Leader
	3 days after call

	6
	Analyze Cause (D4)
- Perform full root-cause analysis
- Use Fishbone diagram, fault-tree analysis, 5-whys
- Get sufficient data for confidence factor above 90%
Result: root-cause determined, step D4 done
	Assigned Q-Case Leader
	7 days after call

	7
	Develop Solution (D5)
- Determine the permanent solution
- Be aware of the difference between SOLUTION and FIX
- FIX addresses the SYMPTIONS (= temporary success)
- SOLUTION addresses the CAUSES (= permanent success) 
Result: solution is proven to remove cause, step D5 done
	Assigned Q-Case Leader
	14 days after call

	8
	Implement Solution (D6)
- Develop implementation plan and enter in PJM system
- Lead the implementation, manage the critical chain
- Keep all stakeholders informed (especially the customer)
Result: solution is fully implemented, step D6 done 
	Assigned Q-Case Leader
	21 days after call

	9
	Prevent Problem (D7)
- Avoid re-occurrence by error-proofing process and system
- Consider “Poka-Yoke” techniques where appropriate
- Improve process and system, update SOPs
- Measure effectiveness of error-proof process, collect data
Result: problem cannot repeat, step D7 done
	Assigned Q-Case Leader
	28 days after call

	10
	Close Case (D8)
- Conclude the case and communicate results
- Inform everyone on new procedures and system updates
- Release team and thank everyone for their contribution
Result: case is closed, step D8 done
	Assigned Q-Case Leader
	30 days after call

	11
	Monthly Business Review (MBR)
- Report number of Q-cases (open, solved, days in process)
- Determine impact on customer and financials
- Report severity, trend, and non-performance cost (NPC)
Result: executive team is informed
	Head of Quality
	Every first Friday of the month

	

	Date
	Revision
	Approval

	2016.03.20
	First SOP-draft by teams from Quality and Customer Service
	L. Harrison

	2016.04.17
	Draft SOP updated with step-11, approved, and released
	H. Anders
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