GOING GREEN – THESE WILL BE COLLECTED AT THE END OF THE SESSION FOR REUSE IN OTHER SESSIONS

Problem Definition Case Study
The ABC company is a manufacturing and design company that provides components to the Aerospace industry.  Last year they completed their AS9100 certification process and were issued their certification.  

The company does about 7 million a year with approximately 50 people.

The following is the organization chart:
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The scenario:

DAY ONE
You have been assigned to conduct an AS9100 audit of the facility; it is the first audit since the certification. This is a two day audit.  You arrive at the facility inquire about the Management Representative, Mr. Type, who is not there.  He has taken a vacation day.  Mr. Boss is also not there, but the receptionist calls and gets the Quality Manager, Ms. Best.  

Ms. Best was unaware of the audit, but calls together the Management team of Ms Worke, Mr. Design and Ms. Buy.  Ms. Worke is too busy trying to make a shipment and does not show up to the meeting, but you proceed with the audit.
After the opening meeting, you were scheduled to audit the Management representative, but he is on vacation.  You are told he will be in tomorrow.  As you head off to start your audit of Engineering and Mr Design Mr. Boss arrives and does introduces himself.  

Mr. Design presents you with the procedures of the design process.  You review one of the current designs, called widget 23, against the procedures.  The steps defined in the process for design review are:

Plan

Design

Test

Verify

Validate

The procedures do not allow progress through to the next step without a review that is signed by all members of the leadership team (Engineering, Operations, Purchasing and Quality.)  In reviewing the last design, you notice that there was no review done between design and test and the review between Plan and design was not approved by Mr. Boss.  When discussing this with Mr. Design, he stated that meeting the schedule was more important.  He stated that if a member of the leadership team was not present, he just moved on, he had no control over his peers.  
You move on to Purchasing to interview Ms. Buy.  You ask for the approved supplier list.  A list is provided of all suppliers and the only thing on the list is the name and address of the supplier and contact information.  As a follow up you ask how one knows if they are approved.  Ms. Buy explains if they were not approved, they would not be on the list.  You ask about how one is disapproved you are told no one has been disapproved.
You head into the manufacturing area with Ms. Worke.  Ms. Worke is a little put out by the interruption, something about late shipments due to numerous vendor issues.  You follow that trail and discover that vendor issues are a huge problem on the manufacturing floor.  You ask about documenting the nonconformance and the response is that there is no time to document the non-conformances and that is quality’s job, if they ever got out of their office to do the job.   You review a drawing at a work station and note that the drawing has identified key characteristics.  You ask how they monitor and control those characteristics and the response is that all characteristics are important.  

You review the workstation and pick up a chemical used in the manufacturing process and note that the shelf life expired a couple months ago.  You also note that three out of six measurement tools are expired.  When you ask Ms. Worke about this situation she is surprised and says that this should not have happened given that each operator reviews their workstation at the start of every shift.
DAY TWO

You return the next day to complete the audit.  You start the day with the quality manager and ask about the supplier issues.  Ms. Best explains that there is no time to return product to the vendors so most of it is dispositioned scrap.  You request the training records for the people who are assigned to disposition nonconforming product and find there is no record, but Ms. Best knows who they are because she did the training.  You ask for the audit plan and there is none.  Auditing has been outsourced to a consultant.  You ask about control of the audit process and learn that the consultant has not performed an audit in over a year, since they were last certified.  When Ms. Best is questioned about the Quality Objectives and goals she explains that, because there has been no Management Review, she has no idea where they stand on their quality objectives and goals.  She does explain that having a product in final inspection is not an excuse for a late shipment. 
Next you finally meet Mr. Type.  Mr. Type has recently been assigned the role of Management Representative.  When Mr. Type is asked about his role, he explains that he is the administrator for the President, Mr. Boss.  Mr. Boss assigned Mr. Type the role because no one on the leadership team has time to perform the role.  Mr. Type is a little surprised about that given that the Management Representative only has to hold one meeting a year.  When asked about when the last meeting was held you are told it was 11 months and two weeks ago and the Management Representative guarantees that one will be scheduled next week before the deadline.   
You conclude your audit with Mr. Boss.  Mr. Boss informs you that the Internal audit will be scheduled shortly, the consultant has been booked but will be able to conduct the annual audit within the next six months.  He also explains that the chemical shelf life issue has been taken care of (thrown away), so that should not be an issue or at least it should only be an observation.   

Your assignment:

Write a “Problem Definition for a finding to AS9100, if there are any.
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