Figure 1: Affinity Diagram: Operation Management Skills
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Problem Statement: 

The returns of boots to the company and customer complaints in the boots division makes the 

company incur high costs of quality. Therefore, the associated cost centers should conduct an 

audit and establish the area(s) that require corrective measures to minimize costs of quality 

incurred by the company. 

1. 

Research & 

Developme

nt Unit:

-

Possibility of 

lack of 

thorough 

research on 

the quality of 

raw material, 

customers’ 

needs, quality 

specifications 

on boots 

among other 

factors. 

2. 

Purchasing 

Unit

:

-Possible of 

acquisition of 

poor quality of 

raw materials, 

poor supplier 

vetting, non-

conformance 

to suppliers 

code of 

conduct, 

among other 

factors. 

3. 

Productio

n Unit:

-

Possibility 

of machine 

breakdowns 

during 

production, 

employee’s 

mistakes, 

non-

conformanc

e to the 

specification

s on 

production 

among other 

factors. 

4. Quality 

Control 

Unit:

-

Possibility of 

defects on the 

quality check 

system, 

employees’ 

mistakes 

among other 

factors. 

5 .Human 

Resources 

Manageme

nt Unit:

-Possibility of 

lack of 

adequate 

training 

among 

employees, 

lack of 

motivation, 

lack of 

required 

competencies 

among other 

reasons. 

6. 

Marketing 

and Sales 

Unit;

-

Deceiving 

adverts on 

product 

specification

s, poor 

packaging, 

poor 

customer 

service 

among other 

reasons. 
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Problem Statement: 
The returns of boots to the company and customer complaints in the boots division makes the company incur high costs of quality. Therefore, the associated cost centers should conduct an audit and establish the area(s) that require corrective measures to minimize costs of quality incurred by the company. 


1. Research & Development Unit:
- Possibility of lack of thorough research on the quality of raw material, customers’ needs, quality specifications on boots among other factors. 



2. Purchasing Unit:
-Possible of acquisition of poor quality of raw materials, poor supplier vetting, non-conformance to suppliers code of conduct, among other factors. 


3. Production Unit:
- Possibility of machine breakdowns during production, employee’s mistakes, non-conformance to the specifications on production among other factors. 


4. Quality Control Unit:
- Possibility of defects on the quality check system, employees’ mistakes among other factors. 


5 .Human Resources Management Unit:
-Possibility of lack of adequate training among employees, lack of motivation, lack of required competencies among other reasons.   


6. Marketing and Sales Unit;
- Deceiving adverts on product specifications, poor packaging, poor customer service among other reasons. 



