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Problem Solver also allows the customer to track the entire proc-
essing workflow at Dekorsy. This means that they are informed
about the current status at all times and can integrate their know-
how into the improvement process. At the same time this trans-
parency also reduces the number of enquiries.  

“On average we have 25 8Ds a month”, says Mr. Cordino.
“Without an intelligent system it would hardly be possible to
maintain a good overview and guarantee fast processing. The
structured and transparent method that Problem Solver enables
has a very important function here.” 

An important contribution to competitiveness
It's not just the increasing quality requirements of the customer
that make an efficient and continuous improvement-oriented

complaint management such a
strategic issue for Dekorsy.
“Every complaint is a cost
factor and has a negative effect
on our profitability and com-
petitiveness”, explains the
Dekorsy man. “Global compet-
ition in particular means that

we must have an optimum costs structure and guarantee a high
level of customer satisfaction. Complaint management provides
considerable leverage in this respect.” With a very low complaint
rate and an average processing time of three days, Dekorsy has
since become one of the “quality leaders” in the sector. 

The objective - standardization
“In the foreseeable future our communication with our custom-
ers will become more and more electronic all the time. And yet
the heterogeneous landscape that comes into being here pro-
duces efficiency losses. Various logics, multiple logins and logouts
and the fluctuating performance of some platforms cost us valu-
able time”, says Mr. Cordino. “It would therefore be a huge
advantage to set up standardized processes with as many custom-
ers as possible on one shared platform. The easy handling, high
stability, practicality and widespread distribution in the industry
have more than qualified SupplyOn for this role.”

The highest possible standard of quality is now part of the
key principles in the automotive industry. The implementa-
tion of a consistent quality strategy not only requires tech-
nological excellence – it also requires precise controlling of
processes and smooth, seamless organization. The Dekorsy
Group, one of the most innovative development partners in
the plastics processing sector of the automotive industry
has sustainably optimized its complaint management and
significantly improved the company-wide standard of quali-
ty by using SupplyOn's Problem Solver.

Flawless product and process quality is a prerequisite for Dekorsy
in affirming its leading position in global competition. And yet, of
course, the quality requirements in the automotive industry have
increased enormously in recent years. “Today we are confronted
in the automotive industry with
the kind of complex and
demanding quality require-
ments that we find in the phar-
maceutical industry”, explains
Guido Cordino, who is respon-
sible for complaint management
at Dekorsy. “Our customers
expect an extremely high standard of quality. So to meet these re-
quirements we must guarantee a continuous improvement process.”

Cordino focuses here on the standardization and automation of
quality and complaint management. “An efficient digital platform
is an indispensable requirement in this respect, because it ena-
bles both effective complaint processing and transparent commu-
nication with the customer”, says Mr. Cordino. 

Quality management with SupplyOn Problem Solver
Dekorsy took the decisive step towards structured and efficient
complaint management at the end of 2006. “Together with our
customer, Continental, we began to manage our complaints via
the SupplyOn solution, Problem Solver”, Cordino adds. “This
solution provides us with a whole series of benefits. We can proc-
ess complaints structured in accordance with the 8D Method,
and digitally map the entire process.” 

An 8D report is a structured and standardized procedure for
removing a fault and for sustained quality improvement. 

UNCOMPROMISING QUALITY
Dekorsy sets new standards in complaint management 
with SupplyOn

About the Dekorsy Group
With its headquarters in Radolfzell on Lake Constance in Germany,
the heavily expanding Dekorsy Group is renowned around the
globe for its innovative competence in the areas of multicomponent
injection die casting and electro-mechanical module assembly. The
family-run enterprise was established in 1965, and now employs
approx. 500 employees at sites in Germany, Hungary and China. 
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GuidoCordino, responsible for complaint management at Dekorsy


