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Abstract: Standardization of processes is currently an essential part of manufacturing organizations. It is
a very effective way to increase efficiency in achieving the desired goals, making organizations more
competitive. However, it is important that processes are standardized at all levels without exception. It is enough
that a few processes do not have clearly defined duties and responsibilities and the performance of the whole
system is noticeably reduced. The standardization of the cooperation process between production and supplier
quality departments was carried out in an unnamed organization. The basic activity in which these two
departments worked together was to solve the problems with the supplied material. Production quality gave
impulse from production about the problem with the supplied material and the supplier quality solved this
problem by issuing a complaint to the supplier. However, this process often led to inadequate analysis, loss or
misunderstanding of the information, or to the issuing of complaints with considerable delay. These problems
stemmed from insufficiently defined responsibilities and from a non-standardized process of cooperation
between these departments. The aim of the article was to define responsibilities for both departments, to create a
flow chart for the procedure for managing nonconforming input material and to create a form for submitting the
information needed for opening of claim to the supplier. Subsequently, the proposed methods were applied to a
specific complaint, which confirmed, that thanks to standardization, the process of opening and resolving
supplier complaints was significantly streamlined and the cooperation between these two departments was
significantly improved.
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INTRODUCTION

Standardization as a process is a very effective tool to reach sustainability, prosperity
and competitiveness. Its basic advantage is that it clearly defines the borders, responsibilities
and competencies. If we manage an organization and have no standards, procedures and
documents, based on which we could clearly determine who and how to do things, we cannot
speak of organized management (Bujna et al., 2019, Korenko et al., 2015).

One of the basic aspects of each organization is a quality. Quality in an organization
does not only include visibly reliable products and their properties. There is also a large
number of processes that control and influence quality. Thus, these processes can directly
influence finished products, their compliance with customer requirements and it is therefore
necessary to manage these processes. Standardization in this case is crucial because it has
a significant impact on the future of an organization [Bujna-Kielbasa, 2019, Lilko et al.,
2019).

MATERIALS AND METHODS

The main objective of the paper was to standardize cooperation between departments of
production and supply quality. To fulfil the objective, it was necessary to create a form, which
was abasis of creation and solution of aclaim against supplier. The created standard,
including responsibilities and procedures together with a form to transfer information, was
applied to the issue and we confirmed whether cooperation between departments is more
effective (Bujna et al., 2015).

We monitored two objects, department of supply quality, responsible for input material
in the processes and department of production quality, serving for providing information
about problems with the material. Both departments worked on the common objective, that is
ensuring smooth running of production with an input material without different variations.
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Standardization process:

— selection of a workplace,

— analysis of the current state of realization and conditions of process on a workplace,

— proposal and implementation of rationalized measures,

— creation of working standard (Cvicela, 2020).

Form for information necessary to create supply claim

The form (Table 1) was established based on needs of department of supply quality.
This form included all the necessary information, which an employee of supply quality needs,
to be able to provide a claim for supplier (Cvicela, 2020).

Table 1 A sample form for information necessary to open a supply claim:

FORM FOR INFORMATION
NECESSARY TO OPEN SUPPLY CLAIM

Number of material + index: XXXXXX-XXX
Supplier: Name of supplier
When did the problem occur for the first Date, time, shift
time?
Who identified the problem? Quality engineer, operator, controller on the line
Where was the problem identified? Before/ after process on the line, control at the
end of line, audit
How many mismatched pieces were found Raw material: amount
and produced?
Unfinished amount
production:
Finished products: amount
Suspicious material: amount
Trend: Random, specific side, cavity
Description of a problem: Brief results of internal analysis
What causes it? Consequence of the deviation
Immediate reaction on the line: Exchange of boxes ]

Exchange of production charges ]
Change of produced model
Immediate reaction to ensure production: Classification on the line
Classification by external company
Replacement delivery

Need to check stock ]

Analysed mismatched parts for supplier asa | YES —1 | NO |
proof: If yes, number:  — | amount —
Form submission date: Date, time

For the production of quality department: Name, Surname
For department of supplier quality: Name, Surname

Appendix:

1) Supplier information tag Enclosed photo or a scan of a tag

2) Technical drawing/ documentation A clipping from adrawing that relates to
a parameter that is out of specification

3) Results of measurement Results of measuring equipment/ protocol

4) Photo documentation of deviation In case of visible deviations e.g. sprays,
underwear, visible mechanical damages

RESULTS

Application of established procedures within solution of a specific claim
In production organizations, into which a large amount of materials enters, we often
find their deviations. No process is perfect, thus there are deviations from specification on the
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input materials time to time. Effort to solve these deviations and minimize their amount is
directly proportional to supplier quality. Some suppliers have better run processes, some do
not, but in general it is always inevitable to solve the problem so that it does not repeat and
that the corrective action is effective and lasting. This is ensured by 8D methodology (Fig. 1),
which is processed by the supplier who happened to have the problem. The whole process of
problem solution is under control of department of supplier quality (Cvicela, 2020).

Impuls from Opening claim Acceptance of

production to » on supplier » aclaim and solution
department of of problem by 8D

supplier quality methodology

8D report sent for approval
until accepted — consequently
——— | the claim can be closed

Fig. 1 Scheme of information flow within solution of problem on a supplied component

Characteristics of a supplier

A supplier is primarily specialist to metal forming (pressing, shaping, fine cutting),
hybrid plastic injection, assembly of sets, it also focuses on other production technologies. It
produces highly quality components and sets for customers especially from the area of
automobile industry, they also supply telecommunications, home appliances and lighting.
Among specific products there are for example: locking systems, fastening and hinge systems,
suspension and damping systems, or exhaust and propulsion systems.

Characteristics of a supplied part

The electronics cover (Fig. 2) is a component, which is created by a process of plastic
injection. Basic functions of plastic cover are:

— protection of electronics of finished product against mechanic damage,

— closure of functional space of finished product and protecting it against pollution,

— ensuring tightness of finished product.

Fig. 2 3D model of electronics cover

Internal analysis in the process
Finished products are in final stage of production subjected to several types of tests.
One of various characteristics which must be fulfilled by our product according to
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specification, is to tightness.

During testing at the end of production line, we came across a problem with insufficient
tightness. The parts are tested for tightness, so that pressure is introduced into them through
a special membrane and it is monitored for a certain time whether it decreases. In our case we
noticed a decrease of pressure.

We selected 10 mismatching parts which were discarded by the line and we analysed
them. To determine leaking, we used a simple test — finished product was put in a box with
water. From the edge of the electronics cover we noticed air leaking. Next step was to
uninstall the cover from the product. After disassembly we found imperfectly injected
(damaged) edge of the cover which caused leaking (Fig. 3). To eliminate the impact of the
process, we controlled the raw pieces in packaging, which did not enter the production line.
After random control of some pieces, we found a similar error on raw parts, based on which
we concluded that the problem is on the supplier’s side.

Fig. 3 Imperfectly injected edge of the electronics cover

To ensure production, we withdrew anew packaging from the stocks with new
production charge. However, the problem did not disappear with the new packaging and the
covers with an imperfect edge were also there. Therefore, it was necessary to start internal
classification on the line, to minimize number of mismatching finished products.

Table 2 Fulfilment of the form for submission of the necessary information to open a claim
against the supplier

FORM FOR INFORMATION NECESSARY FOR
OPENING SUPPLIER CLAIM

Number of materials + index: A64078-114
Supplier:
When did the problem occur for the | 12.6.2020
first time?
Who identified the problem? Line controller
Where was the problem identified? | At the station of the final control in production line
How many mismatching pieces were | Raw material: 8 pcs.
found and produced?
Unfinished production: 0 pcs.
Finished products: 30 pcs.
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Suspicious material: 28 800 pcs.

Trend:

Random

Description of a problem:

Missing material on the edge of electronics cover

What causes it?

Imperfection in tightness of finished product

Immediate reaction on the line:

Exchange of boxes
Exchange of production charges
Change of produced model

Immediate reaction to ensure
production:

Classification on the line
Classification by external company
Replacement supply

Need to check stock

DX X X

Analysed mismatching parts for YES X] NO
a supplier as a proof: If yes, number: 5 pcs.
Date of submission of the form: 26.6. 2020

For the department of production quality:

For the department of supplier quality:

Appendix:

1) Supplier information tag

2) Technical drawing/
documentation

F iy |
R inex @60
umiaufend scharfaantig bR
SHARP EDGE ALL ARDUND

3) Results of measurements

It is not necessary to give results of measurement, as
deviation is unquestionable.

4) Photo documentation of deviation
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Due to standardization of processes and cooperation between departments of supplier
and production quality, there has been a significant improvement and streamlining of the
solution of claims to the supplier. This streamlining was encouraged by defining of
responsibilities of individual departments, creation of development diagram for the procedure
of managing non-conforming input material and creating a form for submitting data to open
aclaim to the supplier. These individual steps were successfully applied to a specific
complaint, which resulted in a prompt analysis of the problem and its flexible transfer to the
supplier, who could respond in the shortest possible time by sending a replacement delivery
and solving the problem in its essence. Thanks to this, the production could run without
problems and the customer’s orders could be reliably delivered.

The form (Table 2) for submitting the necessary information to open a claim against the
supplier is used mainly in organizations to which material from external suppliers enters. It is
an effective tool for quick summarizing of inevitable information and actions to solve a
problem with a supplied material (Cvicela, 2020).

CONCLUSION

Standardization as apart of production organizations has its significance. Its basic
impact on organization reflects especially in effectiveness of processes, which directly results
in higher competitiveness and prosperity of organizations. The objective was to standardize
process of cooperation between departments of production and supplier quality in favour of
streamlining the solution of non-conforming input material. Defining individual duties solved
a question of ,,who should do and what? “. Thanks to clearly defined responsibilities on both
parties, there have been cases where the problem has remained with both parties waiting for
the other to take astep. Creation of the form for effective submission of information
supported speed of response and ensured that the necessary data were collected and
transmitted at once.

All the steps of standardization led to a common goal — to ensure smooth running of
production with material which fulfils requirements of specification. As aresult, the
organization can work with higher efficiency and higher assurance that the material from
which they produce, is in the required condition and fulfils all the criteria to ultimately meet
the customer’s needs with the utmost satisfaction.
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