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User Guide:  Criteria for Initiating Corrective Action Request

A. SCOPE:  

a. This procedure provides guidance to determine if a customer complaint requires that a PCB QC Customer CAR be initiated to document PCB’s root cause analysis, corrective action and preventive action.  Customer complaints that are not documented on the PCB QC Customer CAR form should be addressed via other Sales process such as the CRM system.
B. PRODUCT RETURNED ON RMA

a. When the customer complaint is associated with a potentially defective product that is returned via the Return Material Authorization process (RMA) and when a Failure Analysis is requested, then the Quality Engineer responsible for the Failure Analysis will determine if a Corrective Action Request is required based on the following criteria:

i. If the root cause is determined to be a manufacturing defect then a CAR is required.

ii. If the root cause is determined to be a design defect then a CAR is required.

iii. If the root cause is determined to be a packaging defect then a CAR is required.

iv. If the root cause is determined to be a result of customer misuse then no CAR is required.

v. If the Failure Analysis shows that the product is operating within specification then no CAR is required.
vi. If the root cause cannot be determined from the Failure Analysis then the Quality Engineer will determine whether a CAR is required based on product trends for similar issues.

b. A Quality Management representative can request that a CAR be issued based on the severity of the complaint or the indication of a trend for a particular issue.

C. CUSTOMER COMPLAINTS NOT ASSOCIATED WITH PRODUCT RETURNS

a. When a customer complaint is not associated with a potentially defective product that is being returned via the RMA process, then the complaint will be brought to the attention of Director, Quality.  The Director, Quality will determine if the complaint warrants a formal root cause analysis, corrective action and preventive action via the PCB QC Customer CAR form in Syteline with input from the CAR Review Committee.
i. This decision will be based on the severity of the complaint, whether the complaint indicates a negative trend, and whether the customer requires a formal response.

b. Customer complaints that are not documented on the PCB QC Customer CAR form should still be entered into the CRM system.  It is still expected that the appropriate Sales representative will take action to ensure Total Customer Satisfaction and document the action taken.
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