


Uvod (FBD= fishbone diagram)
= FDB je nastroj pro zjisténi vztahda:

PFriciny |:> Nasledek

= Pouziva se pri rizeni kvality zvlasteé v
. 7 o
automobilovem prumyslu

= Je soucdsti nastroju pro vytvoreni tkzv. 8D
reportu (8 disciplines=FBD+5WHYs+PA+Q)

= DalSim nastrojem je 5 WHYSs - bude objasnéno
= DalSim nastrojem je PARETO=PA analyza



Fishbone diagram
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Vybrané problémy pri podpore ERP |

N dlouha doba odezvy na pozadavky
O pozadavek smérovany na nespravného konzultanta

O Spatna dokumentace o servisnim zasahu -> opakovani
stejnych dotazu rznymi lidmi v rGzném case

N reseni sporu reklamace-standardni servis
O vyse poplatkl
1. kolik se plati (komu, typ ulohy, typ chyby)->viz diagram

2. od kdy se fakturovany ¢as pocita (doba odezvy)
1. prevzeti dotazu (pozadavku) - vyreseno
2. zahdjeni reSeni-vyfeseno

3. zahdjeni reSeni- implementace vadné ¢asti




Vybrané problémy pri podpore ERP I

m nedostatecné skoleni uzivatell zakaznika
m nekvalitni konzultanti dodavatele
m nespravné zvolné komunikacni pravidlo
1. telefon
2. e-mail
3. SKYPE

nezajem vedeni obou zucastnénych stran
co je to doba reakce na pozadavek

m charakterizace typl chyb a dob reakce jim pfifazenym
okamzité po prevzeti pozadavku (nejvyssi cena)

do 1 hod

do 12 hod

do 1 dne

do 2 pracovnich dni (poZadavek-patek — zahajeni reseni

do roka a do dne Lomikare ....

o v A W N e

n doba reakce dodavatele (integratora ERP) -> doba reakce vyrobce ERP
(distributora) -> vazba Microsoft Partner->Microsoft Czech Republic



Diagram casu odezvy

vyhledani vhodného Kl nevyfesil
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prevzeti pozadavku = aktivni préce

| E—— . y
——— = prostoje nebo marna snaha




Fishbone diagram-podpora
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Zdroj : Ing.Eva Krivakova,DP 2010 (is.muni.cz)
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Ishikawa — navazuje na CRT

Zdroj : Ing.Eva Kfivakova,DP
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POZOR opakovani (naslednée
jsou uvedeny 3 snimky, ktera
uz byly komentovany v




TQM and Ishikawa FBD and
P a reto (shown in introduction to projects show)

[T3 Statistika zmetkovitosti l} [E=%[EcE S ) . -
0 Reject statistics
........ 3
------ * O Final product /Rejects
e i MnoZstvi zmetkd Pomér zmetkovitost . .

3 I:m Seldé o LEsEE) 1% ) MachineCenters/Rejects
= L15 Propadiiny-polotovar 94515 | 1% I " . .
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Reject type
(effects); Reason1 Reason 2 Reason 3 Reason 4

(cause) (cause) (cause) (cause)
- L19 8 9 2 4
\ L20 0 1 4 6 Score

Detail Detail
L21 7 2 3 5
Detail- Detail

Bad way of storageﬁ@ Detall Dl Bad input lot =R4

_} -+ { ‘The Problem -

\ L21
Insufficient input _ .

control = Rz Dewl ol Manual for urgent

Detail——»" Detail——»

el * Bad "aet reject cause elimination

ad setup =Rl
M t
@ - (to establish correct priority of remedy actions)

t type ->on shlkawa diagram (electronic version)




Pareto chart : possibility to split up reject
and setup priorities

High priorities
ghp Lorenz curve

120,00%

100,00%

80,00%

60,00%

40,00%

Type of rejects

20,00%

0.00%




Evaluation of set of rejects

N Every reject is assigned to one Ishikawa tree

N Every tree with empty table is handed over to chosen
company of responsible experts

N All tables are collected and evaluated
N See example with two rejects and two experts

Domain Machines Input control Setup Routing Method Breakdowns Workers Measurment
Reject code

L1 3,5 9 6,5 2 2,5 6 3 1,5

L2 9,5 2,5 2 55 6 8 3,5 2,5

Expert Reject
John L1 3 8 9 3 2 7 2 1
Linda L1 4 10 4 1 3 5 4 2

Expert Reject
John L2 9 3 3 5 7 8 4 3
Linda L2 10 2 1 6 5 8 3 2



lysis per every type of reject — next
example of Pareto use in ERP MS Dynamics NAV

Type of reject Cause 1 Cause 2 Cause 3 Cause 4 Cause 5 Cause 6 Total

L1 7 2 4 1 8 0 22
L2 2 4 6 8 0 9 29
L3 4 0 0 5 6 7 22
L4 5 7 2 0 1 3 18
L5 0 2 7 3 0 1 13
L6 9 7 5 2 3 6 32
L7 0 7 0 2 3 4 16
| L8 1 8 6 2 4 0 21
L9 2 0 5 7 1 4 19
L10 7 2 8 9 7 5 38
C C5% C1% C3% C2% C4% C6%
L1 36,36 31,82 18,18 9,09 4,55 0,00 100

Lorenzcurve 36,36 68,18 86,36 9545 100,00

120.00

Higher priorities for reject type L1 80 I 20
100.00
80.00
60.00 =L
36,36 + 31,82 = Lorenz curve
40.00
36,36

20.00

nit je potieba predevSim
C5acC1!!! 0.00

14

C5 % Cl % C3 % C2 % C4 %



Nespokojeny zameéstnanec |

THIS DESK CAME | T/
OUT OF THE ARK / ‘ ﬁ%g

"EVERYTHING OKAY, PHILLIPS?"




Nespokojeny zamestnanec ||

@Drlgmalﬂ-«ms’[ ‘|

Heprnductmn rightslobtainablelfram
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“What do vou mean the men e unhappy!
What on earth gives you that idea?”




SWHYs

WHY 1 :ProC se mi zastavilo auto ?
Nebyl benzin v nadrzi

WHY 2 :ProC nebyl benzin v nadrzi ?
Nekoupil jsem ho rano cestou do prace
WHY 3 :ProC jsem ho nekoupil ?
Nemél jsem penize

WHY 4 : ProcC jsi nemél penize ?
Prohral jsem je vecCer v pokeru

WHY 5 : Proc jsi to prohral?

Neumim blafovat s prazdnou rukou
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