Root Cause Analysis

Ishikawa — Fish-Bone Analysis

In class — Group Exercise
Problem Statement:

A bicycle puncture repair patch manufacturer has asked you to look into potential causes for the
poor customer feedback they have been receiving on-line. The general claim or statement is that the
puncture repair doesn’t work / is ineffective. Very few reviews leave any specific feedback on
precisely what went wrong with the repair process.

Compile a Cause and Effect diagram to identify potential root causes.

Suggested timings for the activity are detailed below:

1) Discuss and agree on the puncture repair process (10 mins)

2) Brainstorm in your group to identify potential causes (10 mins)

3) Construct an Ishikawa diagram and document the causes and sub-causes according to the
categories or “Ms” (30 mins)

4) Use 5 whys where appropriate to drill-down into lower-level root causes. (10mins)



