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1. SCOPE
The supplier shall use the following process to respond to a customer request for corrective and preventive action.
1.1 Purpose

The purpose of this document is to define the customer requirements regarding the use of Eight Disciplines (8D) method
to respond to a customer request for corrective action.

8D is a widely used and effective problem solving process and there are many practitioners and training providers that
can support skills development.

2. APPLICABLE DOCUMENTS

The following publications form a part of this document to the extent specified herein. The latest issue of SAE publications
shall apply. The applicable issue of other publications shall be the issue in effect on the date of the purchase order. In the
event of conflict between the text of this document and references cited herein, the text of this document takes
precedence. Nothing in this document, however, supersedes applicable laws and regulations unless a specific exemption
has been obtained.

2.1 SAE Publications

Available from SAE International, 400 Commonwealth Drive, Warrendale, PA 15096-0001, Tel: 877-606-7323 (inside
USA and Canada) or 724-776-4970 (outside USA), www.Sae.org.

3. DEFINITIONS
ESCAPE POINT: The earliest point in the process where the problem should have been detected.

FAILURE MODE: The manner in which a component, subsystem, system, or manufacturing/assembly process could
potentially fail to meet or deliver its intended function(s) or process requirements.

GENERATION POINT: The point in the process where the failure mode was created.

INTERIM CONTAINMENT ACTION (ICA): Immediate temporary actions taken in order to eliminate or significantly reduce
the effect of the Failure Mode on the customer(s) until permanent corrective actions are in place and verified.

PERMANENT CORRECTIVE ACTION (PCA): Long-term actions taken to address the problem from its root cause(s) and
fix it permanently.

PROBLEM: Description of an issue where a product does not meet the required standard.
RECURRENCE: Subsequent nonconformance with the same underlying Root Cause.

ROOT CAUSE: The fundamental deficiency or failure of a process that when resolved, prevents or significantly reduces
the likelihood of recurrence of the problem.

SYMPTOM/FAILURE MODE EFFECT: Measurable events or effects that indicate the existence of one or more problems.
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4. OVERVIEW OF PROBLEM SOLVING

8D Problem solving covers three key stages of correction:

e Act rapidly to put immediate containment action in place to protect the customer.

e Find and fix the root cause with a permanent corrective action on all current product.

e Prevent the recurrence of the problem in the future by identifying and implementing preventive action anywhere
possible within the organization.

5. COMMUNICATION

Reporting of 8D progress shall be communicated as agreed with the customer.

The supplier shall use the 8D form (see APPENDIX A) or equivalent content, as required by the customer.

6. TRAINING

The correct training of 8D practitioners is key to the successful outcome of the process. Each supplier shall employ or
have access to a problem solving practitioner who has been trained by a training provider meeting the requirement of the
“training syllabus” (see APPENDIX C).

7. QUALITY SYSTEM

The supplier shall have a documented problem solving process within its own quality system which meets the
requirements of this standard. The process shall be fully implemented and subject to audit.

The documented problem solving process shall describe the training and competences requirements for problem solving
practitioners.

8. 8D PROCESS
The 8D practitioner shall ensure completeness of all 8D steps (Appendix B).
8.1 DO Implement Immediate Containment and Prepare for 8D

Where a symptom is observed and there is customer impact the supplier shall take immediate containment action to
protect the customer.

DO shall be completed and returned to the customer within 2 days of the problem being identified unless otherwise
agreed.

Actions:

o Define the symptom (this must be quantified).

o Define and implement containment actions (sometimes called Emergency Response Actions).
e Check that the containment action works (provide evidence).

e Check if the symptom has been seen before.

e Suspend all shipment of suspect nonconforming hardware.

e Initiate is/is not chart as required by the customer.
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Ensure that:

The symptom has been defined and quantified.

e The stakeholders affected have been identified and notified.

e Management is committed to fixing the problem using 8D.

e Additional resources are involved as needed.

e Raise an 8D form in your quality management system.

8.2 D1 Form the Team

The supplier shall form a cross-functional team of people who have the knowledge, skill, experience, time, authority and
will to work the problem at pace right through to a satisfactory conclusion. At least one member of the team shall be
appropriately trained in the application of the 8D methodology and shall be accountable for the application of this
standard.

Actions:

o |dentify a Champion for the team that can make sure that actions are taken and any road blocks are removed.

e |dentify a Team Leader that can focus and motivate the team.

e Select team members.

o Define the team goal.

o Define the roles of the team members.

8.3 D2 Define the Problem

The supplier shall define the nonconformance to the customer requirement by identifying and describing in quantifiable
terms what is wrong. This statement is called the problem description.

Actions:

e Collect, and analyze data to find out “what is wrong with what.” Develop a problem statement by describing the
problem in quantifiable terms. The description shall address:

o Problem discovery point: where is the earliest point within the process where the problem can be observed?

o0 Problem manifestation: what are the indications that a problem exists? It is best if the problem can be described
in terms of customer experience.

0 Problem impact: what is the impact in terms of quality, reliability and productivity?
o Problem focus: Can the investigation focus be narrowed to speed convergence to the root cause?
e Record the process flow as appropriate.

¢ Review the problem description with the customer and affected parties.
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8.4 D3 Develop Containment Actions

The supplier shall implement actions to immediately stop the symptoms from affecting the customer until the problem can
be resolved permanently.

Actions:
e Select and implement the most effective containment action.

o Work with the customer to determine the locations of affected product and the responsibilities, methods and timescale
to contain that product.

e Check that the containment action is effective. Read across to other affected product as appropriate.

e Maintain records of containment as required by the customer.

o Notify customer of resumption of shipping as agreed to by customer.

8.5 D4 Identify and Verify Root Causes

The supplier shall find the root cause by identifying potential causes and selecting the ones which explain the problem.
The supplier shall find the generation points where the symptom was created and the escape points where the problem

should have been detected and contained.

Actions:

Update the problem definition if necessary.

Find the root causes of the problem, of the escape and of the quality management system.

Verify the root causes.

Verify the escape point(s) and establish why they were present.
8.6 D5 Identify Corrective Action

The supplier shall identify the corrective actions that permanently eliminate the root causes of both generation and
escape.

D5 shall be completed in a timely manner not to exceed 30 days of the problem being identified unless otherwise agreed.
Actions:

o |dentify permanent corrective actions.

e Verify that the corrective actions will be effective and do not cause further problems.

o Define the actions required to fix the control system at the escape point so that further occurrences will be detected
and not released.
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8.7 D6 Implement Corrective Action

The supplier shall implement and test the corrective actions that fix the root causes and the quality control system at the
escape point.

Actions:

¢ Plan the implementation of the corrective actions.

e Implement the corrective actions that fix the root causes.

e Check that the root causes are fixed and that the problem will not happen again.

e Implement the corrective actions that fix the quality control system at the generation and escape point(s) ensuring that
it will detect and not release the problem again.

e Asrequired, remove containment measures when it's no longer detecting non-conformant products.
e Update the appropriate quality documentation as required by the customer (such as PFMEA and the control plan).

e Check that the corrective actions continue to be effective by monitoring through inclusion into the internal auditing
program.

8.8 D7 Define and Plan Preventive Action

The supplier shall take systemic action to prevent recurrence of this problem and other similar problems and capture the
lessons learned.

NOTE: The team may not have the authority to implement systemic actions but can make recommendations to the
Champion for implementation.

The champion shall ensure that recommendations are appropriate to the scale of problem and have responsibility for
implementation.

Actions:

o |dentify further affected parties and opportunities for similar problems.
e Implement and check actions to prevent further problems.

e Make recommendations on systemic fixes.

e Document the lessons learned in relation to the problem within the system so that the lessons are referred to, to
maximize the value of the problem solving effort and prevent any similar problems.

o Define and schedule actions to confirm the effectiveness of the corrective/preventive actions implemented.
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