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Through presentation of scientific and expert papers from the scope of
management systems by scientists and professionals from the country and from
abroad, we want to point out that a more significant promotion of quality as
a strategy in all organizations and sectors may considerably contribute to de-
velopment of competitiveness of economy at the global level.

This time, after many years, we are again in Vodice, a beautiful tourist
place of the Croatian Adriatic. We look forward to seeing you, participants
from some fifteen countries of the world, who would, with your partaking, make
a contribution to development of the concept of quality as a strategy and give
us numerous examples of this in your own surroundings.

And thank you for that.

Miroslav Drljaca, Ph.D.
CQMS President and Editor
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ABSTRACT

The aspiration for quality manage an organization to increase efficiency and effec-
tiveness in business, and ultimately increase the profit and the satisfaction of all in-
terested parties in the environment of the company, lead to the development of differ-
ent philosophies, systems, methods and tools of quality. The goal of every quality ac-
tivity on the management of the company it s the decrease of aggravating factors and
problems which could affect on customer satisfaction needs. Basing on stated above,
the need to develop the method 8D was created, as the fastest and the most effective
way to solve nonconformities identified on products or processes, to minimize their
harmful activity, find the root cause of the nonconformity and to prevent further ap-
pearance. The paper shows a review on the development beginning and application
of the 8D method in the American military and in the automotive industry. Each step
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8. D7 — Prevention of problem reoccurrence
9. D8 — Thanking the team for successful problem solving.

Figure 1. 8D flow diagram

Source: Tijan Sebestijan, Utjecaj primjene 8D metode na kvalitetu upravljanja organizacijom,
Diplomski rad, Sveuciliste Sjever, Varazdin, 2016, str. 10.

There isn’t a company that can afford delivering nonconforming pro-
ducts/services to their customers. Nonconforming deliveries can bear signifi-
cant legal and economic consequences. In the end it can lead to customer loss,
where the customer will lose trust in the company because of the nonconfor-
ming product/service or because the impossibility of prompt and adequate error
removal or the repetition of the error and switch to the competition. With the
help of the 8D method negative consequences can be avoided on an effective
way and the knowledge and awareness in the company can be increased and
used on other processes which can lead to a comprehensive increase in busi-
ness quality and decrease in costs’. The 8D method can be used within the or-

° Cf. Isto, str. 6-7.
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ganization as a tool for continuous improvement, respectively as a corrective
measure for solving nonconformities which appear. The application of the 8D
method on products is focused on solving nonconformities which appear on
the product and that includes intern sources who find the nonconformity and
customer reclamations. The assessment also includes input materials and in-
termediate goods received from suppliers. Every deviation with input mate-
rials is also a reclamation issue which is forwarded to the supplier'. (Krajnc,
Marjanca, 2012. 120)

3. APPLICATION AND AWARENESS OF THE 8D METHOD IN
REPUBLIC OF CROATIA"

On the management working population in Republic of Croatia, a rese-
arch was conducted*?, which goal was to determine the awareness of the po-
pulation with the 8D method, the application of the method and in generally
with quality tools, application of the quality management system and the abi-
lity to react on customer reclamations. The research was carried out on a sam-
ple of 155 subjects. The highest number of subjects, 64% works in small and
micro sized companies. According to the National Classification of Activiti-
es the highest number of subjects is employed in the manufacturing industry,
with a percentage of 20%. The results of the research showed that most of the
companies, and that are 100 companies, make less than 10% of their income
form international trading, 26 have les of 50% of their incomes from interna-
tional trading, 9 have less than 70%, 5 have more than 70% and 15 have over
85% of their incomes from international trading. The mentioned is graphically
presented on the figure 2.

10 Marjanca Krajnc, ,,With 8D method to excellent quality*, Journal of Universal Excellence,
October 2012, Year 1, No. 3, 2012, pp 120.

11 Rezultati prikazani u ovom poglavlju preuzeti iz: Tijan Sebestijan, Utjecaj primjene 8D
metode na kvalitetu upravljanja organizacijom, Diplomski rad, Sveuciliste Sjever, Varazdin,
2016.

2 Isto, str. 50.
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Figure 2. Results according to income percentage from export

Source: Tijan Sebestijan, Utjecaj primjene 8D metode na kvalitetu upravljanja organizacijom,
Diplomski rad, Sveuciliste Sjever, Varazdin, 2016, str. 52.

“Within the companies who have incomes of international trading, res-
pectively export incomes higher than 85%, there are 8 companies that rank
by size into small companies, and that makes an sample of 53,33% from the
whole research population. The rest make 6 middle sized companies and one
big sized company. Like mentioned before the biggest sample have compa-
nies which make incomes from export in less than 10%, and that makes 36
micro sized companies, 30 small sized companies, 10 middle sized compani-
es and 24 big sized companies.” While determining the geographical positi-
on of the companies, the results are that 112 of them, which is 72,26% are pla-
ced in the northern part of Republic of Croatia, which make the regions Me-
dimurska, Varazdinska, Zagrebacka and the city of Zagreb. A classification of
working positions was made on the basis of listed professions on the Croatian
labor exchange and the highest population is employed on positions off Offi-
ce clerks and CEO, managers and board members and the two make a sample
of 58%. The quality management system ISO 9001:2008 (ISO 9001:2015) is
used in 71 companies, a that are by size: 8 micro, 27 small, 21 middle and 15
big companies. From the mentioned 71, 15 companies make more than 85%
of their income from export which makes 100% in that size category. More

13 |sto, str. 52.
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than 70% of their incomes make 5 companies what is also 100% in that cate-
gory. That leads to a conclusion that companies which have the quality ma-
nagement system ISO 9001:2008 (ISO 9001:2015) implemented are far more
competitive on the global market in comparison whit the ones that doesn’t
have a quality management standard. Also 51% of the population uses some
kind of quality tools in their business and some of the most frequently used
are control charts, histograms, check lists and workflow diagrams. From the
whole population of 155 subjects, 40 of them are informed with the 8D met-
hod, and the highest sample of 10 subjects is employed in the Manufacturing
industry. From the mentioned 10 from the Manufacturing industry 8 have im-
plemented the ISO 9001:2008 (ISO 9001:2015) system. From the 40 subjects
that are familiar with the 8D method, 19 of them are using the method or at
least some aspects of it in their business. Most of the 19, 7 of them are placed
in the Manufacturing industry, and 4 of the 7 have incomes from export higher
than 85%. That proves that the application of the method increases competi-
tiveness and customer trust in the company on a global level. The companies
which are using the 8D method in their business evaluated the method with
an average grade of 3,42, where 1 is the lowest grade and 5 the highest. That
proves that the users are generally satisfied with the method, but not thrilled.
Most of the 19, 13 of them are using the method consider that the method le-
ads to quality improvements and they are using it to solve customer reclama-
tions. While determine the number of received customer reclamations on a
monthly level, the most share goes to 0-1 reclamations per month, and in that
category goes 81 subjects, and that makes 52,26%. Between 2-4 reclamations
monthly receive 47 companies, which makes 30,32%. Between 5-7 reclama-
tions receive 14 companies on a monthly basis and that makes 9,03%. In the
category 8-10 reclamations there are 2 companies and that makes 1,29% and
in the category more than 10 reclamations there are 11 companies which ma-
kes 7,10%. The mentioned is graficaly presented on the figure 3.

With companies that have implemented the ISO 9001:2008 (ISO
9001:2015) quality management system, from the 71 in total as mentioned
before, 29 of them are receiving 0-1 reclamations on a monthly basis what
makes 40,85%. Between 2-4 reclamations are receiving 26 companies, betwe-
en 5-7 reclamations receive 8 companies, between 8-10 reclamations receives
only 1 company, and more than 10 reclamations receive 7 companies. From 19
companies which are using the 8D method, 9 of them receive 0-1 reclamati-
ons monthly which makes 47,37%. Between 2-4 reclamations receive 5 com-
panies, between 5-7 reclamations receive 3 companies, between 8-10 recla-
mations receives only 1 company, and more than 10 reclamations is received
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from 1 company. By determining the deadline for solving the received recla-
mation, 64 companies solve them in 1 working day. In 2-3 working days, 48
companies are solving their reclamations, in 4-5 working days, 22 companies
are solving their reclamations, and in more than 5 working days, 21 companies
are solving their reclamations. From the 64 subjects that are the most punctu-
al, 24 have implemented ISO 9001:2008 (ISO 9001:2015), and 4 also apply
the 8D method in their business. From the 21 subjects who need more than
5 days to solve received reclamations, 12 have implemented ISO 9001:2008
(ISO 9001:2015), and 3 apply the 8D method in their business.

Figure 3. Results of subjects about monthly customer reclamations

Source: Tijan Sebestijan, Utjecaj primjene 8D metode na kvalitetu upravljanja organizacijom,
Diplomski rad, Sveuciliste Sjever, Varazdin, 2016, str. 61.

When it comes to determining the root cause of the problem, 112 su-
bjects do determine it, while 43 subjects want to just solve the reclamation as
soon as possible. From the 112 subjects which are determining, 50 of them sol-
ve the reclamation within 1 working day, 60 of the 112 receive 0-1 reclamati-
on on a monthly basis, 16 apply the 8D method in their business and 59 have
implemented ISO 9001:2008 (ISO 9001:2015). That leads to the conclusion
that the companies that apply the method receive the least reclamations, sol-
ve them in the shortest deadline and determine the root cause of the problem.
While determining the compensation form which is provided to the customer,
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67 companies are offering to correct the nonconformity. From the 67, 19 com-
panies are in the Manufacturing industry. Replacements for a correct product
offer 46 companies, and from that, 9 are placed in the Wholesale and retail in-
dustry, while 8 are in the Manufacturing industry. Return of founds is carri-
ed out from 23 companies, and the most, 4 of them are placed in the Whole-
sale and retail industry and in the Transport and logistics industry. From 155
subjects, 102 are documenting all received reclamations, 25 document only
the ones they find risky for further reappearance and business, and 28 doesn’t
document the reclamations at all. From the 102 that are documenting all rec-

lamation, 52 of them have implemented the quality management system ISO
9001:2008 (ISO 9001:2015).

4. CONCLUSION

The 8D method is more than a instrumentality which enables to find the
problem solution, it’s a complete methodical way of thinking which leads to
the very essence of the problem, so that it brings not only understanding of the
problem, but also of its consequences and reasons of occurrence. Applying the
method leads to maximizing the potential in the company. In assistance with
team work and using the right quality tools, the negative effects of the pro-
blem can be prevented on a prompt and efficient way, the problem is understo-
od, and the root cause can be eliminated so that the prevention of the reappe-
aring of the problem is complete. The research showed that companies which
use the 8D method are mostly oriented on the global market, and are making
most of their incomes trough international trading which proves the hypothe-
sis H1: the 8D method is more often used from export oriented companies.
That is also true for companies who have implemented the quality manage-
ment system ISO 9001:2008 (ISO 9001:2015). It can be concluded that com-
panies that are aware of the importance of quality management in their pro-
cesses, have also the highest quality products/services, which consequently is
leading to recognition and placement from the same on the international mar-
ket. Based on the research it can also be concluded that companies which are
applying the method in their business, almost always determine the root cause
of the problem and receive the least reclamations from their customers, which
proves the hypothesis H2: the application of the 8D method decreases the rec-
lamation number received from customers.
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SaZetak:

UTJECAJ PRIMJENE 8D METODE
NA KVALITETU UPRAVLJANJA ORGANIZACIJOM

Teznja za kvalitetnim upravljanjem organizacijom kao bi se povecala efikasnost i
efektivnost u poslovanje, a u konacnici povecati i profit te zadovoljstvo svih zainte-
resiranih stana u okolini poduzeca, dovela je do razvoja razlicitih filozofija, sustava,
metoda i alata kvalitete. Cilj svakog aspekta kvalitetnog djelovanja na upravijanje
poduzecem je smanjenje otezavajucih faktora i problema koji mogu utjecati na za-
dovoljenje kupcevih potreba. Temeljem navedenoga nastala je potreba za razvojem
metode 8D kako bi se na najbrzi i najefektivniji nacin rijesile nesukladnosti uocene
na proizvodima i procesima, kako bi se minimiziralo njihovo Stetno djelovanje, pro-
nasao i uklonio uzrok nastanka nesukladnosti i sprijecilo njeno daljnje pojavljivanje
u buducnosti. U radu je prikazan osvrt na same pocetke razvoja i primjene metode
8D u americkoj vojsci i u automobilskoj industriji. Pojasnjen je svaki korak metode
pojedinacno kroz opis izvedbe i dijagramski kroz faze provodenja koraka. Provede-
no je istrazivanja na podrucju Republike Hrvatske o primjeni metode 8D te ucinci-
ma koje ima na poslovanje poduzeca.

Kljucne rijeci: metoda 8D, kvaliteta, alati kvalitete, kaizen, uzrok problema,
rjesavanje problema.
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