1
General
1.1
Scope  
This procedure covers all corrective action related to internal complaint, customer complaint and audit system both QMS and EMS (exclude Headquarter audit).

1.2
Purpose

This procedure is to describe the corrective action method to eliminate the cause of nonconformities in order to prevent recurrence.
1.3
Responsibility

1.3.1 Problem report Initiator


1.3.1.1 Review the nonconformities.

1.3.1.2 Management representative issues the  concern report to Management responsible for the area where nonconformities is found Customer audit. If it found from third party audit, can be use form of third party audit or concern report.


1.3.1.3 Quality or Logistics person issues the Problem report (8D) to Management responsible for the area where nonconformities is found for Customer complaint.


1.3.1.4  Internal auditor issues the Concern report to Management responsible for the area where nonconformities is found for Internal audit. In case of problems from internal audit activities, will be refer to Internal Audit Procedure(PR-010)


1.3.1.5  Responsible to follow-up the progress and of corrective action perform by Problem report recipient.


1.3.1.6  Responsible to verify the effectiveness of corrective action for Problem report closing

1.3.2 Problem report recipient 


1.3.2.1 Determine the causes of nonconformities.


1.3.2.2 Evaluate the need for action to ensure that nonconformities do not recur.


1.3.2.3 Determine and implement action needed.


1.3.2.4 Record of the results of action taken.

1.3.3 Management representative


Responsible to review the effectiveness of all corrective action taken, and summarized  in Problem report review report which to be used for management review input.

1.4
Definition


1.4.1   Problem report: 

Corrective action request for documenting the nonconformities, cause of problems, action needed, actions taken and verification result.


1.4.2  Error proofing:


Product and manufacturing process design and development to prevent manufacture of nonconforming products. 

1.4.3  Customer complaint:


Complaint informed by customer via any means of communication in regard to quality concerns (e.g. wrong part assy, no tightening include field return and warranty claim) which responsible initially by  Quality or/and delivery concerns (e.g. incorrect quantity, late delivery ) which responsible initially  by Logistics.

2.
Procedures

2.1
Review nonconformities:  
- Action from Customer complaint:

2.1.1 Quality or logistics person who affected the customer complaint and concerned persons will review the customer complaint (referred to flow 2.12).

2.1.1.1 
by using 5W2H where appropriate or other tools (e.g. fishbone diagram) to describe the problems. 

2.1.1.2
In case there is any rejected product attached, such product will be analyzed for the root cause, and cycle time related to rejected product analysis will be inconsistent with the determination of root cause.

2.1.2 Nonconformities from audit will be reviewed through closing meeting in audit activities
 (PR-010).

2.1.3 The timely of action when problems from customer complaint.

2.1.3.1
Acknowledge the root cause and reply or answer to customer within 2 working days.

2.1.3.2
Full detail in Problem report within 10 working days.

2.1.3.3 Corrective action completion basis in 1 month except special case it specified by customer.

2.1.3.4 Incase of problem can’t identify the root cause by request time, the concerned person will be keeping all evidences for support the issue. Inform customer is required.  

2.1.4 Incase of problem from internal, the corrective action will be follow 2.2 to 2.9.

-Action from KPI out of target:

2.1.5 Incase of the key performance indicator (KPI) not in target, the corrective action will be issue in case by case of decides by responsibility person of that KPI (refer to KPI report). This will be follow by monthly meeting or management review.

-Action from supplier complaint:

2.1.6 Supplier complaint (complaint to supplier).

2.1.6.1 Issue IPR for informed problem to supplier.(quality concerned by Quality, delivery concerned by Logistics)


2.1.6.2 Request 8D from supplier.


2.1.6.3 Follow up 8D from supplier. 

2.2
Problem report Initiator will issue Problem report to management responsible from the area when nonconformities are found

2.2.1 Problem report registered in Problem report Tracking List and Problem report no will be assigned.


2.2.2 Deliver it to Problem report recipient with return date specified. 

2.3
Problem report recipient determine the containment action or immediate action for damage limitation that appropriate to the effects of the nonconformities encountered especially for customer complaint. Nonconformities from audits may not be appropriate.
2.4
Problem report recipient determine the causes of nonconformities 

2.4.1 Result of rejected product analysis will be considered in case of customer complaints.

2.4.2 Fishbone diagram or other applicable tools will be used for root cause identification.

2.5
Problem report recipient evaluate the need for action to ensure that nonconformities do not recur by specifying the alternate solutions, and select the most possible solution by taking into the consideration of possibility or Pokayoke where appropriate.

2.6
Determine the action needed by specifying the Intended/Planned corrective action with responsible person and completion date.
2.7
Problem report recipient determine the corrective action impact (applied to similar process and product with document effect to review eg. Process Flow, FMEA, Control Plan, WI, Inspection Standard, Check Sheet and etc) with responsible person and completion date. 

2.8 
After detail in paragraph 2.3 – 2.7 completely filled by recipient, it will be returned to Problem report (where appropriate) initiator and the corrective action will be implemented according to 2.6 – 2.7

2.9
Problem report initiator will verify the effectiveness of corrective action taken, and results will be recorded 


2.9.1 If the verification results are satisfied, the problem report will be closed


2.9.2 If the verification results are dissatisfied, the new follow-up date will be set with recipient and re-verified.
2.10 
Management representative or Quality reviews the effectiveness of all corrective action taken, and summarized  in which to be used for management review input.

2.11 Source of corrective action matrix

	Type of corrective action
	Document / inform by
	Issue and follow up
	Corrective action

	Quality concern

	Customer complaint
	Customer complaint report , e-mail 
	Quality (quality cause)
Logistics(logistic cause)
	8D form (PR-013)

	Internal concern (product concerned)  and trial run process
	8D (PR-013)
	supervisor (issue)

8D team (follow up)
	8D (PR-013)

	Supplier complaint 
	IPR (PR-012)
	Quality (quality cause)
Logistics(logistic cause)
	8D from supplier.

	KPI not in target
	KPI report, monthly meeting or management review
	Responsible effect to KPI
	KPI report or other action decided in meeting time.

	Internal audit 
(system, process and product)

Included Environmental
	Concern report  (PR-010)
	Auditor (issue)

Auditee (follow up)
	Concern report (PR-010)

	Management Review

Included Environmental and monthly meeting
	Concern report
	MR  / 
	Concern report (PR-010) or minute meeting followed in next monthly meeting time.

	External audit (customer, head quarter, 
	External document
	External auditor(issue)

QMR (follow up)
	Concern report (PR-010) or report that specified by External auditor.

	
	
	
	

	Environmental concern

	Interested party complaint 

(government, community)
	Concern report 
	EMR / EMR
	Concern report (PR-010)

	Internal Environmental issue 
	Concern report 
	EMR / EMR
	Concern report (PR-010)

	Regulatory issue evaluation
	Concern report 
	EMR / EMR
	Concern report (PR-010)

	
	
	
	


