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Abstract

Problems with product quality can haunt a company still for long after initial release of the product.
One possible way of reacting to a product quality problem, is to perform a structured analysis of the
problem at hand. For decennia, tools for problem analysis, the identification of root causes and the
resolution of problems have been developed and are in existence (examples include CE graphing,
5Why, Fault Trees, Matrix Diagrams, structured brainstorming, NGT and many others) . Though
many of these tools might seem simple from a theoretical perspective, within many branches of in-
dustry their application and adoption is not widely spread.

Quite often, companies took up the tools with enthusiasm having the expectation that the problems
they were facing, would soon have disappeared. Instead, the analysis and resolution activities did
not bring the anticipated benefits and the analysis initiative came to a disgraceful end. All resulting in
late (or no) problem solving, wasted effort or additional rework costs.

Existing tools for problem analysis and resolution are not limited for application to products only.
They might as well be applied to subjects other than products, at multiple levels and from multiple
viewpoints. Yet, a significant amount of companies fails to see the strength of proper problem analy-
sis. One reason for this is that the entire spectrum of tools is a quagmire and the freedom of interpre-
tation leads to confusion about when, how and by whom a specific tool should be applied. For in-
stance, some of the tools can only be applied after an incident has happened, while other tools
should be used upfront to prevent the occurrence of incidents in the first place. Consequently, in
today’s industries problem analysis is still not a routine practice, although problems of whatever kind
continually pop up as candidates for analysis.
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The presentation reports on a large-scale industrial research study, and is one of the few contempo-
rary studies focusing on how companies in various industry branches (like consumer electronics,
industrial electronics, medical devices and telecommunications) deal with problem analysis. It reports
on the critical success factors that determine the outcome of a problem analysis. In addition, the
research yielded remarkable data on the usage and effectiveness of problem analysis across 50 mid-
to large-sized industry projects. Though the presentation touches upon some tools and techniques
for problem analysis and resolution, it is not the intention to dig into these. The presentation is to
trigger the audience on common pitfalls when analysing problems, and to facilitate them in working
towards a solution in a very pragmatic and practical manner. This is done by providing real life data
from projects, supported by anecdotes and practical (anonymized) examples from industry.
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