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User Guide:  How to Complete a Supplier Corrective Action Request 

Purpose:  This User Guide provides guidance on completing a Corrective Action Request (CAR) when PCB issues a CAR to a supplier.  The guidelines are meant to ensure that the corrective and preventive actions implemented are effective in eliminating the possibility of a recurrence of the nonconformance.
Responsibilities:  The supplier’s representative is responsible for submitting a written corrective action to PCB by the due date listed on the CAR form.  If additional time is required to implement the preventive action, a request must be submitted to PCB’s Quality Assurance department for approval.  In lieu of responding on the PCB CAR form, the supplier may use their own internal corrective action form or email as long as all of the required fields shown below are addressed.
It is the responsibility of PCB’s Quality Engineer to assess the supplier’s submitted CAR and determine if it meets the criteria in this procedure.  CAR’s that do not have sufficient information or that do not provide a robust corrective or preventive action will be rejected.  PCB’s Quality Engineer will work with the supplier (either directly or through Purchasing) to form an acceptable response. 
Problem Description:  This field will be completed by PCB’s Quality personnel.  If additional details are required in order to determine the cause of the defect, contact PCB’s Quality Engineer or Buyer for more information.
Cause of Defect:

This is a required field.  It is essential that the team investigating the nonconformance performs their due diligence in identifying the root cause of the problem.  The team should avoid listing superficial symptoms and should avoid generalities.  Root cause statements such as “Operator Error”, “Bad Gage”, “Inadequate Process”, etc. do not provide enough information to implement an effective preventive action.
The person completing the Cause of Defect section of the nonconformance report shall document the true root cause of the defect based on the Problem Description statement on the form.  Recommended tools for determining the true root cause are as follows:

1. 5-Whys (recommended): Ask “Why is this a cause for the original problem?” for each identified cause.  For each new answer to the question, ask the question again, continuing until no new answer results.  This will most likely be the core of the causes of the problem.  As a rule of thumb, this method often requires five rounds of the question “Why?”. 
2. Cause & Effect Analysis: Tool used to breakdown Problem by category – Man, Method, Machine, Measurement, Materials and Environment – to determine the cause.
3. Pareto Analysis: used to identify the multiple reasons for the Problem, then counts the frequency of occurrences to determine the likely cause.
4. Flow Diagram: shows all the major steps of a process to help identify critical areas and probable causes of the Problem
Assistance in using these tools can be provided by PCB’s Quality Assurance department.
Note:

· If the cause has been determined to be a subtier-supplier issue, the corrective action must flow down to that supplier through your supplier corrective action system.  The subtier supplier’s response can then be used to complete the CAR form.  A request to extend the CAR can be made by contacting PCB’s Buyer and/or Supplier Quality Engineer.
Initial Response:

This is a required field.  The Supplier is to report all containment activities.  Have all suspect parts been identified (Work In Process, inventory, and any  items shipped to PCB)?  Have all contained parts been dispositioned?  Has the defect been confirmed per the returned parts or pictures?
Corrective Action:

This field is required if nonconforming parts have been identified during containment.  The Corrective Action must address the actions taken to address the nonconforming product identified during containment including any parts returned to the supplier by PCB.
Implementation:

This field is optional and can be used to provide additional information regarding the implementation of an action plan to address the nonconforming product.

Preventive Action:

This is a required field.  The Preventive Action statement must directly address how the organization will avoid a recurrence of the problem.  It should be directly related to the root cause that was identified.  The Preventive Action should address what process, procedure, and/or system has been updated, changed or newly implemented that will prevent future occurrences of the Problem Description for the specific part and any other parts that may also be affected by the root cause.  The responder must provide evidence (records such as new or revised instructions, procedures, forms, training or other relevant documentation).  
The Preventive Action must provide enough detail on how the quality system was adjusted to prevent a recurrence.  Statements such as, “Operators were trained” or “The sample size was adjusted” do not provide a robust action for prevention.
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