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Customer Complaint Quality/SC Integration

Customer 
Complaint

Problem 
Definition

Confirm Defect Containment Root Cause 
Analysis (RCA)

Corrective Action 
(CA)

•Change 
management

•PFMEA/Control 
Plan update

•Process 
documentation 
update

•Training of 
updates

•Production 
monitored via 
firewall

Verification

Inputs:  Customer name, part number, defect description, ship date/shipment info

ERP actions

Outputs:  Effective containment of problem, no supply disruption to the 
customer, ensure defect recurrence prevention  

If supplier issue:
• Supplier notification
• Supplier material QA hold
• Supplied suspect material where used
• Supplied material disruption costs
• Flag supplier certified stock
• Supplier corrective action

• Part number + 
defect 
description

• Search defect 
history for
scrap, rework

• PFMEA review
• Preliminary risk

assessment
• Control plan

review
• Historical 

process control 
results

• Process
controls audit

• Containment 
plan

• Issue Quality 
Alert for 
interim 
controls 
training

• LPA to monitor 
interim 
controls

• Add firewall 
inspection to 
certify stock

• Other 
customers 
notification

• Temporary 
process 

• Risk 
assessment

• Certified stock 
inventory 
release

• Containment 
defects

• rework
• scrap
• Remake per 

production 
schedule

• Inventory 
adjustments

• PFMEA failure 
causes

• Test potential 
causes to 
capture 
process data

• Temporary 
process change

• Production 
schedule to 
plan trials

• Change 
management

• PFMEA/Cont
rol Plan 
update

• Process 
documentati
on update

• Training of 
updates

• Production 
monitored 
via firewall

• Target firewall 
release based 
on production 
schedule

• LPA to 
monitor CA

• Monitor 
output via 
firewall and 
production

• Firewall 
release


