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Case 5: A global polymer business wanted to make a step-change in its’ 
quality performance: RFG4x

SITUATION
• $3B(USD) global polymer business; 20+ mfg. locations; 70+ units; complaints had been continuously rising for >5 years 

and significant shifts in their customers’ market shares were occurring and as a result, requirements were changing
• Step change to improve customer satisfaction needed to remain a leader: 4x reduction in the number of customer 

complaints was required
• Yield improvement of 3-5% was also targeted; waste & defect elimination to improve customer experience & reduce cost

Impact: A number of tools & methods helped realize a step-change in 
performance including a significant reduction in number of defects, 
$150MM reduction in inventory & $200+MM cost savings

Value Stream Mapping Pull Pilots Lean CI Champions & Global 
“Centers-of-Competency”

20 Keys KazienQuality Toolkit

0605040302010099989796959493929190

75

70

65

60

55

12
11
10
9
8
7
6
5
4
3

Percent Rolling 12-Month Total, Millions
U.S. Light Vehicle Sales

big3sales

GM, Ford, Chrysler (Right)
Other Companies (Right)
"Big 3" Market Share (Left)

OBJECTIVES
Culture (BU & Organization):
• Implement a quality culture change process that achieves a step change across all BUs – make (quality) waste visible
Competency (People & Organization):
• Improve problem solving capability and customer focus in complaint handling by building site specific & broader BU 

programs/plans that improve the product quality to AP performance levels 
• Establish a standard tool kit for quality improvement
Capability (Processes & Equipment):
• Expand current practice of process capability assessments to reflect new, more stringent market requirements
• Accelerate opportunistic, targeted quality improvement efforts (complaint reductions) for Top Issues (by business, both 

service & product)
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Model WC CSL 
Gain $5MM +3 – 5% 
Pull $30MM +5 – 10% 
MTO $20MM +0 – 2% 

Total WC reduction of $50 – 55MM and 
CSL improvement of +8 – 17% 
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