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Continuous Product Improvement
Continuous customer input, continuous improvement.
Executive Summary
While Caterpillar is renowned for outstanding product quality, work is consistently done to ensure that the quality is upheld over the life of the product.  One of the major processes utilized throughout Caterpillar is Continuous Product Improvement (CPI), which allows dealers and service representatives to identify product issues through customers that need to be rectified for the individual customer and the entire engine population.  This means that the factory is in frequent communication with customers to ensure their long term product satisfaction.

Process
· A repeat failure is identified by a Cat dealer or Caterpillar representative and logged into the CPI system – providing all necessary product information.  This information is then scored along with other noted issues to identify the issue’s severity – including cost of repair, commercial impact, engine population, etc.

· To best understand the full grief the customer is facing with the product failure, a discussion with the customer often takes place to bring attention to the issue and communicate its importance to the customer view.

· CPI project is launched by a CPI Black Belt, who assigns a full team to investigate the issue.  The 6 Sigma methodology is utilized to provide a strict process to identify and correct the root cause of the issue.

· The results from the project are communicated to global customers through a priority letter, which may require specific action.  Cat dealers will also communicate with owners of the affected engine population.  Thus, customers have peace of mind for a long term resolution of issues, including issues that have not even emerged.
· The solution is also implemented into the New Product Introduction (NPI) process to ensure that all future product development incorporates the change.  The product is then constantly evolving to improve any issues that have been identified.


For more information, visit MARINE.CAT.COM
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