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Abstract 

Production Ramp-Up is a highly iterative process in itself, which means, that failures occurring during the Ramp-Up phase have immediate 
consequences to the following steps and cause corrections. The complexity of products and production systems cause instabilities during 
Ramp-Up which lead to a lack of performance. Instabilities also depend on the level of products’ maturity prior to the Ramp-Up phase. Thus 
increasing product maturity can be seen as a facilitator to improved Ramp-Up performance. In product development a lack of long-term 
iterations for the improvement of product quality can be observed. This means, that knowledge from field failures is used to improve current 
products and processes, but is neglected for the improvement of future product generations. The aim of this paper is to redesign Technical 
Complaint Management in order to enable long-term effects on failure based learning. To achieve this, a decision model is derived which 
enables companies to select the best fitting strategy for long-term complaint knowledge transfer. From this, different strategies for long-term 
knowledge transfer will be developed. 
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1. Introduction 

Production ramp-up as part of the product development 
process is of a highly iterative nature. This means that 
learning procedures are part of the daily business of each new 
ramp-up. While these ad-hoc learning incidents have become 
common practice, long-term learning of organizations still 
lacks a broader implementation. [1] Even though research 
addresses great financial and quality potential to Failure 
management and Technical Complaint Management (TCM) 
to be sources for improvement, the long-term effects lag 
behind. [2,3,4] 

The aim of this research paper is to present a design model 
and a decision model, which serve as enablers for the 
structuring of TCM focusing the long-term knowledge 
transfer. It builds on former research on TCM structures [4,5]. 

Its intention is to present an approach how technical 
complaint management (TCM) can serve as a vehicle for the 
generation and use of knowledge from negative customer 
feedback for future product generations.  

In the first part the state of art of approaches to TCM and 
failure handling is briefly named. Based on a general model 
for TCM, the long-term knowledge transfer is described in a 
more detailed way. Afterwards a preliminary decision model 
is described, which is partly  based on an expert study.   

2. Approaches to Technical Complaint and Failure 
handling 

This chapter should give a rough overview of research in 
technical complaint and failure management. As there is a 
high degree of redundancy between both fields, general 
approaches are often applicable vice verse. The reference 
model for failure handling, which was developed in the 
research project SAFE, offers a general overview of tasks in 
failure as well as technical complaint management. [6] 
Additional models for failure handling and technical 
complaint management were developed by SCHMITT, PFEIFER 
as well as BEAUJEAN in the so-called Quality Backward 
Chain.[7,8] These reference models have a holistic view and 
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are very versatile. Approaches to Failure description can be 
found mainly in older research. ORENDI addressed the topic of 
failure evaluation by means of the widest possible failure 
classification system. [9] The model of LASCHET describes a 
procedure for preparation of failure classification, based on a 
concept of OPITZ. [10,11]  

The most current approach from PLACH entails a text-based 
description of the failure with exclusive syntax to prevent 
reoccurring and a statistically based guide system [12]. In 
addition, there are specific approaches, for example by 
KIRATLI, the relative classification of failure species 
developed on cutting manufacturing facilities [13]. 
HORNAUER provides a catalog, which is used for classification 
of failure types and causes in the field of sheet metal forming 
[14]. EBNER pursues the goal of designing a phase-wide, 
computer-aided quality management into the product lifecycle 
phases development and utilization [15]. RUETTHARD focused 
in his approach on the feedback of experience in the stages of 
product planning and emergence with the example of complex 
sheet metal parts [16]. In the international context, failure 
management is hardly researched. Here procedural 
approaches, such as error secondment in software 
development and approaches to error culture, exist. CHIEW 
and WANG recommend a generic problem solving process in 4 
steps [17]. Also GOLDSZMIDT and MALEK et al. describe a 
modified reference process in 4 steps, which is based on the 
PDCA cycle [18]. HIRMAPOUR and SCHOFIELD developed a 
data-driven approach for software errors [19]. SCHEEL and 
HAUSSMANN dealt with aspects of error culture in the 
company and the influences on performance measures [20]. 
To this was added by VAN DYCK a study which investigated 
the correlation between the error culture and organizational 
performance [21].  

The named approaches are laying the base for further 
research on the specific topic of sustainable technical 
complaint management. Especially the few publications on 
failure classification are essential to the ability of companies 
to handle failures in a data-oriented way. Nevertheless, the 
known process models neglect the necessity of additional 
approaches to sustainability improvement in TCM.  

3. Design model for long-term Knowledge Transfer 

Prior research by the authors has proven the need for 
enhancing the sustainability of TCM, by adding activities of 
failure knowledge transfer and usage to the known process 
models [4,5]. Accordingly, a process phase of long-term 
knowledge transfer is concretized in the following. The design 
model is the basis for following detailing as part of a 
developed decision model. 

The phase of long-term knowledge transfer is following the 
stages of data organization, failure identification and failure 
correction, that have been introduced by KRISTES AND EFFEY 

[22,23]. Thus, the tasks are based on the results of these 
preliminary phases. For further description of the design 
model, it makes sense to choose an appropriate regulatory 
framework. A framework provides an outline of a model on a 
high level of abstraction, thus forming a kind of a backbone. 
In the case of long-term knowledge transfer it seems natural 
to refer to the tasks of knowledge management as a 
framework. Already EFFEY based his work on the tasks of 
knowledge management by Probst and built his design model 
for the organization of data accordingly. According to EFFEY 
the tasks of knowledge identification, knowledge acquisition 
and knowledge development are mainly in the phase of data 
organization, the further stages are marked clearly by the 
knowledge distribution and use of knowledge. Facing the 
challenges of long-term use of complaint information, 
particularly with regard to the need for an addressee-oriented 
presentation of the information, this view must be questioned. 
Technical complaint management is to be understood as a 
continuous process of knowledge development, wherein the 
objectives of the development of knowledge in the different 
phases diverge. In the phase of data organization the 
enrichment of the complaint data with additional internal and 
external data is in the foreground, with the aim to understand 
the complaint underlying error. In the following phases, this 
data is enriched by analysis and evaluation of cause and 
action information, thus resulting in the complete complaint 
information. The goal of long-term knowledge transfer then is 
to provide relevant knowledge for the improvement of future 
product generations. This objective differs from the 
previously pursued goal of short- and medium-term correction 

Figure 1 Design model for Long-term knowledge transfer 
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of the defect. 
Because of the different objectives it does not make sense 

to conduct long-term knowledge transfer based solely on the 
previously developed knowledge. Rather, the phases of the 
knowledge identification, knowledge acquisition and 
knowledge development must be carried out again, to proceed 
purposefully. Thus, the tasks of knowledge management can 
also be used as a framework for the phase of long-term 
knowledge transfer. 

The developed design model is divided into three modules 
which are the acquisition module, the analysis module as well 
as the distribution and use module. The activities knowledge 
identification, knowledge acquisition, knowledge 
development, knowledge sharing, knowledge utilization and 
knowledge retention can be assigned to these modules. The 
described modules represent a rough model for long-term use 
of complaint information. The contents of the modules will be 
described below.  
 
3.1 Acquisition module 
Detection of complaint information 

The detection of complaint information forms the 
beginning of the model. As input the full complaint 
information serves, which includes all details to the 
originating event of failure. The aim of the acquisition is the 
collection of the relevant complaint information and thus the 
creation of an information basis for the long-term complaint 
information use. For this purpose, it is particularly necessary 
to achieve enterprise-wide knowledge transparency with 
respect to the complaint information. The cost of the 
acquisition at this point to a large extent depends on the 
previously conducted complaint handling, its documentation 
and organizational structure. Distinctions can be made 
between machine-readable digitized documentation and  
personalized partially paper-based documentation, while a 
digitization of information is advantageous for further 
processing. On the other hand, a centralized organization is to 
be distinguished from a distributed organization in terms of 
complaint handling. Particularly in the case of a distributed 
organization, merging the complaint information from the 
different units poses a challenge. 
 
Filtering 

Within the model, filtering of information is carried out 
during the acquisition phase as a next step. Due to limited 
resources for complaint handling, TCM processes incur a kind 
of prioritization in order to apply these resources in a target-
oriented way. The same applies to the long-term use of 
complaint information. Not all complaint information is 
relevant for further use. Thus,  an evaluation  of the existing 
complaint information has to be carried out, in order to 
process only information that is relevant for future product 
generations. This filtering can be carried out by multi criteria 
assessments and is partly company specific. After a successful 
filtering there is only critical complaint information which is 
processed to the next module.  
 
 
 

3.2 Analysis module 
In the analysis of complaint information there is a  

difference made between the single case and the general 
analysis. In the individual case analysis particularly relevant 
complaint information is analyzed to determine whether they 
contain knowledge for future product generations. Examples 
could be complaints, which are directly attributable to an error 
in production. The error shutdown would be complete in this 
case for example, with an exchange of the tool. But in order to 
learn for future product generations, these complaints also 
provide the basis for planning processes to improve. For this 
purpose further analyzes are needed, which are carried out in 
an analysis of individual cases, for example, with an event-
oriented process chain analysis (EPA). The case analysis thus 
allows fast feedback and use of  relevant complaint 
information. 

The holistic analysis accesses the comprehensive 
complaint information of a company. Prerequisite to this, is 
the documentation of the information in a repository and its 
structuring in adequate failure patterns. With the help of 
knowledge discovery based in databases (KDD), similarities 
and abnormalities can be detected. This correlation based 
approach allows companies to identify corresponding failure 
patterns independent of the business unit.  

 
3.3 Distribution and use of the information  

Complaint information can be utilized within the company 
with different objectives, whereof the conceptual and 
instrumental use have the highest relevance, since they can be 
considered as the basis for the improvement of products and 
processes. 

In the instrumental use of complaint information decision 
situations are supported so that they evoke certain decisions or 
acts by related persons. An information, in this case is a timer, 
whose activation follows a certain activity. This form of use is 
very diverse, because they can control corporate processes in 
a wide range. The conceptual use of information describes a 
processing of complaint information that leads to an 
improvement of the general understanding of situations or 
processes [24]. In this way, important insights and 
background information in different areas on the inclusion of 
information can be collected. This can for instance be used for 
the improvement of existing products as well as new products 
[25]. 

4. Towards a Decision Model for Long-term Knowledge 
Transfer 

Obviously the above shown tasks of the design model can 
be carried out in different ways and with several tools. The 
aim of the following chapter is to describe the way to a 
decision model. This model should help companies to choose 
the wright strategy for their long-term knowledge transfer. 
The preliminary model consists of three layers, i.e. TCM 
specific targets, Expert evaluation (general KM) and TCM 
specific KT strategies. In the following a focus lies on the 
level of expert evaluation. As part of the decision process 
preferred knowledge management projects in accordance to 
knowledge management targets are identified in an expert 
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study. The targets and projects, which are taken from former 
research, are briefly described and the results of the expert 
study are discussed [26,27]. 

 
4.1 Knowledge Management Objectives 

Transfer of Knowledge and best practices 
 
This strategy focuses on systematic approaches to re-use 

and dissemination of best practices in business. It is the aim to 
provide knowledge available there and anchor where it can be 
used for improvement of processes, products and services. As 
elements of this strategy, systems and approaches for the 
collection, organization, reconfiguration and dissemination of 
knowledge are constructed. The transfer of knowledge can 
take place both codified as well as on personalized basis. The 
strategy of "transfer of knowledge and best practices" is one 
of the most common forms. 

 
Knowledge Management as a Business Strategy 
 
The most comprehensive and enterprise-wide approach to 

knowledge management is the anchor within the corporate 
strategy. Companies that follow this strategy believe that 
knowledge management is central to their competitiveness. 
Common knowledge is seen as the main product of these 
companies. With this background, the knowledge 
management is associated with significant resources, which 
are used mostly not centralized but distributed in all units. 
Often targeted roles are introduced which control the 
knowledge management. As such, for example, so-called 
knowledge Champions mentioned. Classically, this strategy is 
being pursued in many consultancies. 

 
Customer-focused Knowledge 
 
The customer-oriented knowledge management focuses on 

the acquisition of knowledge about the company's customers 
with regard to their needs, preferences and developing their 
own business. Knowledge about the problems of the customer 
is used to improve and adapt in order to increase sales deals.  

 
Personal Responsibility for Knowledge 
 
This strategy is based on the assumption that the 

employees are the drivers and managers of knowledge 
development and knowledge transfer within the company. 
The Corresponding the individual is granted great 
responsibility in this strategy. This knowledge management 
strategy is based less on "top-down" requirements for 
implementation, but on the initiative of the knowledge holders 
themselves. 

 
Intellectual Asset Management Strategy 
 
The management of intellectual assets includes the 

renovation, organization, evaluation, marketing and 
increasing the availability of specific assets, such as Patents, 
technologies or customer relationships. A key element of this 
strategy is the availability of knowledge assets with 
measurable characteristics and their linkage with financial 
performance indicators of the company. 

  
Innovation and Knowledge Creation 
 
The focus on innovation and knowledge generation 

includes strengthening the knowledge management activities 
in the field of research and development of a company. Core 
is the creation of structures for the free knowledge generation 
and less dissemination of knowledge. 

 
4.2 General knowledge management approaches 

In addition to the just-described objectives of knowledge 

Figure 2 Preliminary decision model 
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management general approaches for knowledge management 
projects exist. DAVENPORT ET AL. established a 
classification of these projects in four types [26]. These 
projects represent a pragmatic view of knowledge 
management and include specific approaches to the 
implementation and support of knowledge management in 
different companies. 

 
Improve Knowledge Access 
 
Projects with the aim to improve access to knowledge 

reflect the fact that it is difficult to identify the person with the 
correct or required knowledge. The focus is not the 
accessibility of knowledge in centralized systems, but 
speeding up and simplifying the exchange of knowledge 
between employees or departments in these projects. For this 
purpose so-called expert networks are created. The experts 
who are in these networks can be both internal and external 
employees. The aim of these networks is to simplify the 
search for the right person. One hurdle with this approach is 
the willingness of experts to share knowledge. This is why 
they are often associated with monetary incentives. 
 

Create Knowledge Repositories 
 
The creation of knowledge databases to store knowledge is 

an essential approach of knowledge management. Three types 
of databases can be distinguished. Databases, with mainly 
external knowledge, such as competitive intelligence, serve 
the sales and corporate strategy. Furthermore, there are 
databases with internal knowledge, such as Development 
documents, technologies and methods information. These are 
used for internal improvement and as a basis for the 
development of new products. The third type is no databases 
in the classical sense. Rather, it is informal discussion 
platforms where interactive knowledge can be exchanged. 
This platform is widely used in service organizations where 
the personal exchange between employees is limited. A form 
of implementation can be a Wiki system.  

Enhance Knowledge Environment 
 
This type of knowledge management projects has the goal 

to create an environment which influences the generation, 
distribution and use of knowledge positively. It may be 
general cultural aspects in dealing with knowledge of interest, 
which are developed in change projects towards a culture of 
knowledge sharing. In addition, knowledge management 
processes can be target of such projects to establish uniform 
procedures in process-oriented organizations. 

 
Manage Knowledge as an Asset 
 
Projects with the aim to manage knowledge as an asset are 

eager to assess knowledge as intellectual capital of the 
company and therefore to quantify. This may on the one hand 
a better representation of the value especially knowledge-
intensive companies succeed, on the other hand, the success 
of knowledge generation in this way are presented and 
knowledge management can be controlled. Mostly this 
observation is restricted to specific, well-detectable assets, 
such as patents. Succeed this review, the effectiveness of 
knowledge management can be improved. 

 
4.3 Expert-based evaluation of knowledge management 
objectives and approaches 

The targets and projects of knowledge management 
described above are part of the decision model to be 
developed. To derive decisions on meaningful projects an 
expert study was conducted. The aim of this study is to 
evaluate the individual projects in terms of their relevance to 
the knowledge management targets. A total of eight experts 
were consulted from the field of knowledge management. 
Prerequisite for the survey were at least 2 years’ experience 
explicitly in the implementation of knowledge management 
projects. Experts from academia, consulting firms and 
industrial companies were addressed. The survey was 
conducted as a combination of structured questionnaires and 
semi-structured follow-up interviews. In the structured 

Table 1 Normalized results of expert study 

B
us

in
es

s 
Im

pa
ct

T
ra

ns
fe

r 
of

 
K

no
w

le
dg

e 
an

d 
be

st
 p

ra
ct

ic
es

C
us

to
m

er
fo

cu
se

d
K

no
w

le
dg

e

Pe
rs

on
al

 
re

sp
on

si
bi

lit
y

fo
r 

K
no

w
le

dg
e

In
no

va
tio

n 
an

d 
kn

ow
le

dg
e

cr
ea

tio
n

In
te

lle
ct

ua
l

as
se

t
m

an
ag

em
en

t

Improve knowledge access 0.86 1.00 0.59 0.79 0.83 0.38

Enhance knowledge 
environment

0.45 0.69 0.38 0.69 0.45 0.17

Create Knowledge repositories 0.34 0.28 0.62 0.00 0.35 0.52

Manage knowledge as an asset 0.55 0.14 0.31 0.24 0.07 0.41



104   Alexander Linder et al.  /  Procedia CIRP   51  ( 2016 )  99 – 104 

questionnaire the suitability of the projects was evaluated for 
each knowledge management goal on a seven-point Likert-
scale. Here, for each project two questions (items) were used. 
From the arithmetic mean of both scale values the resulting 
evaluation of the project was determined (Fehler! 
Verweisquelle konnte nicht gefunden werden.). Fehler! 
Verweisquelle konnte nicht gefunden werden. includes the 
results per project in normalized representation (normalized to 
the span of the overall results). 

In the context of the overall TCM goals the KM targets 
Transfer of knowledge and best practices, Customer focused 
KM and Innovation and knowledge creation appear to be most 
relevant. This is why the results of these targets are discussed 
in the following.  

For the purpose of knowledge transfer and best practices, 
the experts evaluate in particular the improvement of access to 
knowledge and the knowledge environment as key projects. 
The results for creation of knowledge repositories and 
management of knowledge as an asset are significantly lower.  

For customer focused knowledge management generally a 
more balanced distribution of projects can be observed. As 
most relevant the projects improvement knowledge access and 
create knowledge repositories are seen. Enhancing knwoledge 
environment and management of knowledge as an asset have 
a significantly lower results.  

The project profile for innovation and knowledge creation 
is similar to the profile for transfer of knowledge and best 
practices. Also for this target, the improvement of access to 
knowledge is the most pronounced. The management of 
knowledge as an asset plays the least important role.  

5. Summary 

The considerations and results of the expert study on the 
general targets and projects in knowledge management show 
different profiles of projects, depending on the target. These 
profiles serve as a basis for the development of strategies for 
the long-term knowledge transfer to the product development 
phase. General distinctions for those strategies can be made 
between codified and personalized strategies. The displayed 
decision model can be simplified on the basis of the results 
and will be completed by the relevant CFM targets, which 
were not in the scope of this paper. A completed decision 
model can pave the way to a better structured transfer of 
complaint and failure knowledge to product development and 
ramp-up. 
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