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SUMMARY 

 

To be competitive in the automotive industry, it is necessary to maximize the quality of the products and the efficiency of the 
processes, the best use of the available resources and the least waste of each one of them; That is why everyone, procedure, work 
instruction and management system in the organization needs to be aligned with common goals. 

In the following work, it is intended to expose how all the resources available in the organization can be aligned to the same objective; 
in this case, the objective was to reduce customer complaints. 

To achieve this, it was necessary to know how the operators and the support team relate to internal procedures, and the impact that 
their behaviors have. 

Through the Design Thinking methodology, digital solutions were proposed that seek the collaboration of key employees at 
different levels: to quickly and efficiently form high-performance operating teams that are at the same time aligned with quality and 
continuous improvement systems, and to facilitate the management of the faults presented in the productive floor from the time 
they are reported until they are properly closed. 

The analysis of this project was carried out during 2020, the first proposals and tests were carried out during 2021, and by November 
2021 important data began to be collected; based on user feedback, more than 300 versions were made for digital applications. 
For now, the proposal is in the last phase of the methodology, so we will be able to see the reduction in customer complaints 
probably from the first quarter of 2023. 
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