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|dentification of the company's problems

Weaknesses and treaths illustrate the company's
current and future problems or challenges that the
company must eliminate.

What activities can be improved?
What activities should be avoided?
What are our customers complains?



|dentification of the company's problems

* Formulation of the causes of the problem based on
diagram

* Formulation of the causes of the problem using
guestions

* Formulation of the causes of the problem by
developing a problem tree



Formulation of the problem based on diagram

"Ishikawa" or "fishbone" diagram
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The user can see all possible causes of a result, and hopefully find the
root of process imperfections.



Formulation of the problem based on diagram

Factors contributing to defect XXX

Measurements Materials FPersonnel
Calibration Alloys Shifts
Microscopes Lubricants Training
Inspectors Suppliers Operators
= Defect XXX
Angle
Hurridity Engager Blade wear
Temperature Brake Speed

Environment Methods Machines



Formulation of the problem based on diagram

Cause Effect

> || Problem

Manposser Measurormoent Environument




Formulation of the problem based on diagram

Categorization of Causes in a Fishbone Diagram:

In the manufacturing industry:
* Machine

 Method

* Material

* Manpower

* Measurement (Inspection)

* Milieu (Mother Nature — Environment)

* Management

* Maintenance



Formulation of the problem based on diagram

Categorization of Causes in a Fishbone Diagram:

In the marketing industry:

* Product

* Price

* Place

* Promotion
* People

* Positioning
* Packaging



Formulation of the problem based on diagram

Categorization of Causes in a Fishbone Diagram:

In the service industry:
* Surroundings

e Suppliers

* Systems

* Skills

e Safety



Formulation of the problem based on diagram

How to Draw a Fishbone Diagram: 1. Identify the Effect (Problem)

Cause Effect

> || Problem




Formulation of the problem based on diagram

How to Draw a Fishbone Diagram: 2. Identify and Categorize Causes

Cause Effect

Material Method Machine

> | Problem

Manpower Measurement Environment




Formulation of the problem based on diagram

How to Draw a Fishbone Diagram: 3. Brainstorm Possible Causes, 4.
Analyze the Diagram

Cause Effect

Material Method Machine

Secondary _/

Cause
Primary Causr_
/ > || Problem

Manpower Measurement Environment




An example Fishbone Diagram

CAUSES OF LENGTHY CUSTOMER CALL TIMES

CUSTOMER SERVICE REFP CUSTOMER
KNOWLEDGE KMOWLEDGE

Unfamiliar with

Product Cannot Find o
Unfamiliar N Model #
with Problem Unable to
Describe -
Slow to Mavigate Technical Problen

Resource Database

Language Barriers

Moisy Call Center —
Cannot Concentrate

Excessive
Crhertirme

CALL CENTER
ENVIRONMENT



An example Fishbone Diagram

ENVIRONMENT METHODS Files Disorganised

Transport arrives early ————e

Too much paperwork

Not enough N Poor scheduling
treatment rooms / «—Corridor blocked —Targets
Small inner-city premises Lack of automation Bureaucracy

Process takes too long ———

WAITING TIME
Poor maintenance Incorrect referrals
\ \ Sickness

Lifts broken ——— Unexpected patients ———
| riginal apointment m
Wheelchairs unavailable — ke t . t ‘szd . Staff not available
Patients queue jumping

EQUIPMENT PEOPLE l \Lateness




An example Fishbone Diagram

External
environment

Project management Management

N s
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Lack of training
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Corporate structure Process approach




V Assignment:

 Select one of the problems (weaknesses) of your
company identified by SWOT method.

* Use the Ishikawa or "Fishbone" chart to analyze your
problem.

* Present and explain the diagram.



Fishbone Diagram template

Category Category Category Category
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