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• Creating opportunities to improve

• Enhanced communication and escalation

• Control your Cost of Quality

• Flexible evaluation and PPM analysis
• Complex multi-tiered non-conformance management

NON-CONFORMANCE MANAGEMENT
• Creating opportunities to improve

• Enhanced communication and escalation

• Consolidation of all relevant non-conformance data and
   documents



SOLUTIONS

MANAGE NON-CONFORMITIES CONFIDENTLY AND 
DECISIVELY
Manufacturing quality standards such as ISO view 
complaints regarding the safety or performance of a product 
is as a strong indicator of whether a company is in full 
control of its manufacturing process. Customer feedback has 
become an integral and important part of compliance 
requirements, and failure to manage it is the leading factor 
named in non‐compliance citations.

Simply declaring that a broken device has been reworked 
doesn’t bode well during an audit. Many �rms have 
complaints evolve into non-conformances because they fail 
to analyze, follow through and get to the root cause. �ey 
also get into trouble because there is no tie‐in to a corrective 
and preventive action or management review – there is no 
integration.

ROOT CAUSE ANALYSIS, CONTINUOUS IMPROVE-
MENT AND INTEGRATION
QDA SOLUTIONS’s Non-Conformance Management 
Solution is an integrated solution. �e ▶QDA so�ware at the 
heart of the solution tags a speci�c complaint to the product 
in question and pulls in all the quality data and history 
associated with it. �is enables powerful analysis and 
traceability from the essence of the complaint to logical 
sources, as well as a structured approach to elimination or 
con�rmation of defects in procedures or materials. Com-
plaints and other de�ned conditions, such as repetitive errors 
or at‐risk products, may be set to automatically trigger 
corrective actions, de�ne responsible parties and deadlines to 
complete the action. In turn the so�ware can trigger escala-
tion mechanisms and analysis and reporting.

�e ▶QDA so�ware can be an integrated part of your 
Quality Management System (QMS) and ERP and MES 
systems, enabling use of the Complaint Management 
Solution across all functions and capabilities of your enter-
prise so�ware systems. Clearly state how processes were 
brought under control with certainty, or positively demon-
strate end‐user error. Bring issues to a decisive close.

DATA CAPTURE, INVESTIGATION AND ANALYSIS
Non-conformances are easily input through the use of drop 
down menus, auto‐�ll features and logical validations with 
ERP integration proving its value where needed. Data �elds 
can be dynamically set as a default, a required entry, enabled
or disabled, depending on the data being entered. �e user 
is guided e�ciently, intuitively and accurately through the 
process. Categories can be internal, external or supplier 
complaints, each having their own speci�c work�ow in the
▶QDA so�ware.

�e process of investigating complaints is energized through 
work�ow integration. Tasks are prioritized by severity or 
some other prede�ned criteria and dispatched to individuals 
or teams in a�ected areas such as production, receiving, 
service, etc., as selected from customized distribution lists. 
Data and information from the entire QMS can be brought 
to bear, from laboratory test data, auditing results and SPC 
control charts to incoming inspections and your supply 
chain. Relevant �ndings that quickly become an integral part 
of the process bring clarity to the issue and drive root cause 
analysis and Continuous Improvement decisions.

Clearly state how processes 
were brought under control 
with certainty, or positively 
demonstrate end-user error

�e solution can also capture costs associated with 
complaints and their processing, facilitating development of 
relevant �nancial analyses and management reports. Cost 
data can then be sent along to an ERP system as needed.

NOTIFICATION, ESCALATION AND ROUTING
Based on user‐de�ned parameters, a complaint can be 
automatically routed for investigation, response, and report-
ing. Noti�cations are sent to relevant departments and 
personnel.
As an option, an escalation procedure can be triggered when 
a severity and priority threshold is breached. Noti�cations 
and other communiqués can be dispatched automatically 

from email and through web portals or Internet supported 
devices such as a laptop or PDA.
�e ▶QDA so�ware supports web‐based non-conformity 
entries and allows users to check status via the internet or 
intranet portal.

Complaints about Non-Conformance Management 
A recent survey clari�ed what people don’t want in 
their non-conformance management system. �ey 
don’t want a system that takes a long time to 
con�gure; is di�cult to learn and master; o�ers 
in�exible reports that are arduous and cumbersome 
to generate; can’t be modi�ed to meet their own 
needs; or requires expensive maintenance plans and 
updates. �is study corroborates QDA SOLU-
TIONS’s �ndings. Based on our research and input 
from our installed base, our Non-Conformance 
Management Solution was developed to deliver 
in-demand bene�ts tailored to manufacturer’s 
needs.

REPORTING AND SUBMISSION
�e QDA SOLUTIONS Non-Conformance Management 
Solution consolidates graphical and analytical input from 
complex data collection and analysis operations into easy to 
produce, meaningful report formats. Reports may be 
generated and developed easily using templates. �e user 
may select from a number of prede�ned logical and intuitive 
report formats (including 8D and PPM), or design his own in 
order to integrate data as it is captured or imported.

�e solution provides complete visibility into the complaints 
database and lifecycle with comprehensive aggregate 
reporting as well as individual case status tracking. Ability to 
associate various complaint types for spotting trends and 
common sources of non-conformances ensures timely 
preventive actions. Graphical executive dashboards provide 
statistics and data by a variety of complaint parameters, such 
as type, products, and status, due dates, closure times, plants, 
region, and lots. Unique drill‐down capability takes the user 

to the �nest level of detail to see the underlying data. �e 
system provides quick access to graphical scorecards or 
tabular data that can be easily exported in industry standard 
formats and layouts.

Non-conformances may be set 
to automatically trigger corrective actions, 
define responsible parties and deadlines to 

complete the action

STANDARDS AND INTEROPERABILITY
�e Non-Conformance Management Solution conforms to 
ISO 9001:2000 and supports open import interfaces to ERP 
and MES systems. It also exploits a centralized database 
architecture that is fully interoperable with industry standard 
databases. �is allows you to build upon the strengths of 
your existing platform and applications with minimal e�ort.
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