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F
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P
lants return perform

ance

D
efects treatm

ent process

C
ustom

er support: w
arranty concept

C
ontinental 8D

 process

S
upplier 8D

 process

T
ools and docum

entation

Im
provem

ent in progress

E
xam

ple of 8D
 in 8D

 tool



C
ontinental W

orldw
ide

A
round 200 locations : m

anufacturing, research and developm
ent in 36 countries. M

ain offices at H
anover G

erm
any.
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S
ituation: january 2008

C
ontinental in E

urope

H
anover, G

erm
any
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C
ontiTech

A
ir S

pring 
S

ystem
s

B
enecke-K
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G

roup

Tourism
 T

ires

P
rim

ary m
ount

E
urope 

A
fterm

arket  

C
om

m
ercial T

ires

E
urope 

com
m

ercial 
tires

C
hassis &

 S
afety

E
lectronic

B
rake

S
ystem

s

H
ydraulic

P
ow

ertrain

E
ngine 

S
ystem

s

T
ransm

ission

Interior 

B
ody &

 S
ecurity 

C
om

m
ercial 

V
ehicles &

 

D
es D

ivisions et secteurs d'activités forts :
C

ontinental G
roup

A
utom

otive G
roup

R
ubber G

roup

C
ontinental: D

ivisions and activities  

E
m

ployees 2008: 139 155
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C
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G
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m
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A
fterm
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m
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H
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B
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S
ystem

s

S
ensorics

P
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S
afety

&
A

D
A

S

C
hassis
C
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ponents

T
ransm

ission

H
ybrid E

lectric 
V

ehicle

S
ensors &

 
A

ctuators

F
uel S
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V
ehicles &

 
A

fterm
arket

Instrum
entation 

&
 D

isplays<
Interior M

odules

M
ultim

edia
C

onnectivity

B
U

 T
oulouse

Laboratories; S
upport functions

���������	
������

�

����������
�	���

�

���
������

�

P
aris

R
am

bouillet

A
snières

H
am

bach

C
ontinental A

utom
otive F

rance S
A

S
 and subsidiaries

6 locations / 5 legal entities (4000 em
ployees)

C
ontinental A

utom
otive F

rance S
A

S
C

ontinental A
utom

otive R
am

bouillet S
A

S
C

ontinental A
utom

otive T
rading S

A
S

C
ontinental A

utom
otive H

am
bach S

A
S

 *
C

ontinental A
utom

otive A
snières S

A
S

(100 em
pl)

(800 em
pl)

(200 em
pl)
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T
oulouse

F
oix

B
oussens

* C
arve out process launched out of C

A
 T

rading F
rance S

A
S

(2800 em
pl)



C
ontinental A

utom
otive 

H
istory of Toulouse, F

oix, B
oussens 

463

614

Invest :    >
30 M

Invest :    >
30 M

€€/year
/year

O
ther sales : 60 M

O
ther sales : 60 M

€€

B
oussens :                   

B
oussens :                   

83 M
83 M

€€/210 em
ployees

/210 em
ployees

F
oix : 178 M

F
oix : 178 M

€€/460 em
ployees

/460 em
ployees

T
oulouse :                 

T
oulouse :                 

196 M
196 M

€€/320 em
ployees

/320 em
ployees

R
&

D
 :      8 

R
&

D
 :      8 ––

15%
15%

P
atents : 200 new

 patents/year
P

atents : 200 new
 patents/year

�
D

ecem
ber 2007 : C

ontinental

�
2001 S

iem
ens V

D
O

 A
utom

otive S
A

S

�
1989 S

iem
ens A

utom
otive S

A

�
1988 S

iem
ens B

endix A
utom

otive E
lectronics S

A

�
1985 B

endix E
lectronics

�
1984 F

oix plant opening

�
1983 B

oussens plant opening

�
1979 Toulouse plant opening

517
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1984

1985
1988

1989
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P
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&
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 and S
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P
atents : 200 new
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atents : 200 new
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1500 patents acting
1500 patents acting
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C
ontinental A

utom
otive C

ustom
ers

C
ontinental A

utom
otive in F

rance is a supplier and a system
 

partner for A
utom

otive M
anufacturers
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2
0

3
0

4
0

ppm

C
ontinental A

utom
otive in F

rance 
P

lant R
eturns P

erform
ance (0K

m
 ppm

) 2003 -
2008

T
arget 2008: 7 ppm
achieved: 8 ppm

T
arget 2008: 7 ppm
achieved: 8 ppm
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p
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 : 8

 p
p

m
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e
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2
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7
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m

a
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d
 : 1

1
4
 p

p
m

E
xcluded : Jarville, H

am
bach, R

ubi since 2003, and La S
uze since 2008
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O

C
E

S
S

 &
 M

E
T

H
O

D

��
�

�

ability to react

C
ustom

er relationship

costs

N
on-conform

ance 
detected by the C

ustom
er

C
ustom

er Inform
ation  

sent to C
ontinental

F
irst answ

er to the 

8D
 and action plan 
m

anagem
ent

D
ecision and financial 

com
pensation?

W
arranty C

oncept

D
efects treatm

ent process
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costs
sent to C

ontinental

P
art sent to the 

C
ontinental location

F
irst analysis and 

containm
ent if necessary at 

C
ustom

er location

R
eception of the 

part at C
ontinental

R
egistration in 

C
ontinental system

P
art analysis (2

nd
et 

3rd level)

F
irst answ

er to the 
C

ustom
er

W
arranty concept

definition in project phase: 

allow
s to establish:

�
T

he organization &
 the m

ethods (logistics and financial flow
s, quality)

�
T

he diagnostical tool 1st level H
W

 et S
W

�
T

he training and the docum
entation

�
is realized during developpem

ent phase

C
ustom

er support : "W
arranty concept" preparation a

nd 
organization 
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�
is checked by specific questions during the review

s

�
a

form
al status is done at the review

 w
hich is com

ing before the m
anufacturing setting by the w

ay of the 
W

arranty C
oncept survey

.

S
pecialists involved:

Q
uality K

ey A
ccount M

anager; C
ustom

er Q
uality E

ngineer; Technical C
ustom

er S
ervices; tests&

tools 
team

; Q
uality B

U
 R

esponsible; P
roject team



D
efects treatm

ent process

0 km
 

custom
er return

F
ield

W
arranty return

data base

em
ergency response

registration 
diagnosis

first analysis

8D
 

in 8D
 tool

C
ustom

er

C
ustom

er portal

C
ustom

er portal
S

upplier 8D
transm

itted by the S
upplier in 

the S
upplier Q

uality M
anagem

ent tool

S
upplier 8D
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Intra P
lant

D
evelopm

ent

Logistics

8D
 

in 8D
 tool

solution in 
local anom

aly 
database ?

solution in 
plant anom

aly 
database ?

S
upplier 8D

transm
itted by the S

upplier in 
the S

upplier Q
uality M

anagem
ent tool

Y

NN

S
upplier 8D

D
efect T

reatm
ent P

rocess: C
ontinental 8D

E
vent R

egistration
E

vent R
egistration

E
m

ergency R
esponse

A
ctions
E

m
ergency R

esponse
A

ctions

T
eam

 &
 D

ue dates
T

eam
 &

 D
ue dates

C
ontainm

ent 
A

ction
C

ontainm
ent 

A
ction

C
orrective A

ction -
C

hoose &
 V

erify
C

orrective A
ction -

C
hoose &

 V
erify

C
orrective A

ction -
Im

plem
ent and V

alidate
C

orrective A
ction -

Im
plem

ent and V
alidate

P
reventive 

A
ctions

P
reventive 

A
ctions

C
om

plaint 
R

egister

C
ustom

er 
T

echnical S
ervice

C
ustom

er Q
uality 

E
ngineer

8D
 T

eam
 Leader

R
isk analysis 24h
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C
1

C
2

C
3

C
4

D
1

D
2

D
3

D
4

D
5

D
6

D
7

D
8

M
aterial R

egistration
M

aterial R
egistration

A
nalysis

(C
om

ponent level according to B
O

M
)

•A
nalysis flow

•Interface Intercom
pany and S

upplier

A
nalysis

•A
nalysis flow

•Interface Intercom
pany and S

upplier

F
inal approval, 

closure and 
Lessons Learned

F
inal approval, 

closure and 
Lessons Learned

R
oot C

ause 
identification 
&

 verification

R
oot C

ause 
identification 
&

 verification

P
roblem

 D
escription

P
roblem

 D
escription

D
0

C
om

plaint 
R

egister

A
nalyst

8D
 T

eam

8D
 A

pprover

W
ho, W

hat, W
here, W

hen, 
H

ow
 M

any, W
hy

Ishikaw
a; Is, Is not; 

3x5 W
hys; F

ault T
ree



com
ponent registration in S

upplier 
Q

uality M
anagem

ent T
ool

sam
ple sent to 

the S
upplier

S
upplier Q

uality M
anagem

ent in 
serial life

file
S

upplier Q
uality 

A
ssurance R

esident
in 

each C
ontinental P

lant 

support: laboratories

A
udit(s) at S

upplier P
lant; 

com
m

unication, im
provem

ent of 
the risk assessm

ent, follow
 up...

im
m

ediate

D
efect Treatm

ent P
rocess: S

upplier 8D
 process

F
irst analysis result 

sent to the supplier
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D
1

D
2

D
3

D
4

D
5

D
6

D
7

D
8

containm
ent done by the 

supplier (if supplier 
responsability confirm

ed)

S
upplier actions

S
upplier 8D

 sent 
in C

onti tool for 
integration in the 
C

ontinental 8D

im
m

ediate

S
upplier actions

S
upplier 8D

 
started

P
urchased com

ponent 
involved in the defective 

product

S
upplier 8D

 (step 4 to 8)

T
ools and docum

entation

T
ools:

W
W

 C
ustom

er return data base (ex S
V

)

W
W

 8D
 tool (ex S

V
)

S
A

P
 (products m

ovem
ents)

Local T
raceability tool

W
W

 S
upplier Q

uality M
anagem

ent tool

W
W

 C
om

ponent specification and qualification status tool

.......
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.......

D
ocum

entation:

8D
 m

ethod

R
ed alert

C
ontrol of non conform

ance product from
 m

anufacturing

T
reatm

ent of non conform
ance purchased parts

C
ontrol of non conform

ance product after delivery

........



H
arm

onization by the developm
ent of a W

W
 C

ontinental com
m

on tool:

Im
provem

ent in progress

D
eliveries

C
onsolidated from

 S
A

P
 E

R
P

Q
uality

B
oard R

eport

S
Q

M
 Interface

S
Q

M
 Interface

O
nline R

eporting
P

P
M

, W
arranty, costs...

O
 km

 
C

ustom
er 

return

D
isruptions 

(m
ajor custom

er 
concerns)

S
ystem

 
issues (audit / 

F
ield 

W
arranty 
return
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C
ustom

ers
P

ortal C
onnections

M
anagem

ent

S
Q

M
 Interface

S
upplier Q

uality
M

anagem
ent

Lessons Learned tool

F
ord

N
issan

R
enault

A
sian O

E
M

 A
3

C
ontinental system

concerns)Intercom
pany

D
evelopm

ent 
R

&
D

, labs

issues (audit / 
process)

Intra-P
lant

Logistics 
returns

C
ustom

er
Tem

plates
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 solving m
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