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Figure 11.5b. COSTS OF POOR QUALITY AND PRO D UCTIVITY: The Aut o mot ive Industry

EM8903: Globe and Mail, May 20, 1989, page s B1 and B4

Can adian fac tor ies lead Chrysler’s
qu a lit y au d it
BY DAVID CLIMENHAGA
The Glo be and Mail______________________________

The fou rCana dian veh icle assemb ly pla n t s
of Chr ysler Corp. are ranke d in the top five
spots in a quali ty audit con duct e dby the auto
ma ker of its 14 Nor th Amer ican assemb ly
fact ories.

The three that produ c e dthe best workma n-
ship in the company’s car-assemb ly operation s
du ring the 1988 model year are all in Ca-
na da, according to the 1988 annual repor t
of Windso r-base d Chrysler Cana da Ltd.
publis hed this week.

The Brama lea, Ont., facto ry whe re Chr ys-
le r buil ds its Eag le Prem ier sedan and is
abou t to star t production of a Dodge vers-
io n of the same car ear ned the top spot in
the audit.

The audit is con duct e ddaily in all Chr ysler
plants on cars chosen at random as they rol l
off the produ ction lin e.

The No. 2 and No. 3 spots went to the
nearby Bramp t onfact ory, whi c hbuil ds Jeep
YJ utility veh icle s (Je ep Wranglers in the
Un ited States) , and the main Win dso rplant,
which builds Chr ysler’s sho rt-whe elbase
minivan.

The No. 4 posit ion was cap ture d by the
St. Lou is van pla n t, whe re the long-wheel-
base min ivan is made, and the No. 5spot by
Win dso r’s Pil lette Roa dfull -size van pla n t.

Chrysler’s ranking confi rms what indust ry
obs ervers hav e long suspect e d – Cana dian
au tow orkers do better quali ty wor k than
thei r U. S. cou nterparts.

Indu s try scu ttleb u tt is that quali ty audit s
by Gen eral Moto rs Corp. and Ford Moto r
Co. als o give their Canadian operation shigh
marks for quali ty.

Bu t au to makers tradit ion a l ly hav e been
relu ctant to rev eal the res ult s of their audit s
becaus e of what they als o sh ow: whi c h
plants are at the bottom .

The booby prize in Chr ysler’s audit went
to the long-troub led Jef ferson Ave n ue pla n t
in Det roit, whi c h accumulat e d22.1 dem erit
poin t s ,co mpare dwith Brama lea’s 13.1.

In 1988, Chr ysler built Ply mou t h Relia n t
and Dodge Aries K cars in the 65-ye ar-ol d
plant, as wel l as the E body cars, whi c h in -
clude the Chr ysler 600, New Yor ker and
Plym outh Carav elle.

This year, Chr ysler has mov ed produ ction
of its Dodge Omni-Plym outh Hor izon sub -

co mpact s fr om the Ken osh a,
Wis., pla n t it clo sed last De-
cember to Jef ferson. It pla ns to
buil d it s new Jeep ZJ truck in a
new pla n tbeing built on the sit e.

"Thes ere sul ts are a cle ar in-
dication of why no Cana dian
plant is par ticularly vul nerable
(to clo sing becau se of ove rca -
pacity)," said Toron t o in du s try
analys t Dennis DesRo siers.
"C hrysler has some of its best
ma n agement in Cana da, exc el-
le n t la bou r rela t ion s, moder n
equipment and an exc ellent
gove rnm e n t envi ron ment to
operate in."

Ty pically, pla n t sthat hav eha d
a recent his t ory of good labou r
rela t ion stende dto do better.

Howeve r, U.S. auto indust ry
analys t Wil lia m Pochiluk cau -
tion ed, "it’s ext rem ely diffic ult to
ma ke int e r-pla n t co mparisons
becaus e they don’t all have
id e n ti c a lproces s es."

Su ch facto rs as the lev el of technol ogy,
the personalit ies of the inspect ors, and the
number and complex i ty of the sub -assem-
blie s ma de els ewhe re and used in the cars,
can all have an effect, he said.

Fo r ex ample, the top-ranked Brama lea
plant, acqui red in 1987 in Chr yslers takeove r
of Ame rican Moto rs Corp., is not only
almos tbrand new, but had unus ed cap acity
of abou t180,000 veh icle sla st year.

Chrysler Cana da’s repor t says the quali ty
au dit i ng teams do fou rche cks:

• Custome raccep tanc e: facto rs rea dily ap-
pare n tand a caus eof immediat e disatis -
factio n, such as fit and finish , rattle s and
squ eaks, and door and win d ow con trols
that are hard to operate.

• The wat e rtest. In a word: leaks.

• Specific ation audit : mea s uring body par ts
and sub -assemb lie sto make sure they fit.

• Driv eability: mak ing sure the engi ne starts
properly, and steer ing, brake s ,lig hts and
so on wor k.
Chrysler Cana dasays its sco ring is base d

on a set number of dem erit poi nts assig ned
to each type of defect. "Deme rit s vary in
degree of sev erity from slig ht flaw s to de-
fe cts whi c hwoul d requ ire dealer rep air".

"I tems cov ere d by the customer accep -
tanc eau dit are accorded the large s tnumber
of dem erits," the repor t says . "The lowe rthe

av erage sco re, the better the pla n t’s per for-
ma n ce."

Comp are d with Brama lea’s 13.1 dem erits,
Br amp t o m ha d14 .8, Win dso r’s main pla n t
ha d15. 2, St. Louis 16.8 and Win dso r’s Pil -
le tte Roa d17.

"We’v e always had a good strong rep u t a-
tion here for quali ty," said Chr ysler Cana da
spoke sma nWa lter McCall. "I don’t think its
ev er been this high ,thou gh."

The other Chrysler pla n t son the lis t, wit h
deme rit poi nts in brack ets, and the veh icle s
they produ c e din 1988 were as fol low s :

• Kenosh a Plant No. 2, (18 .6), clo sed last
December, and whi c h ma de the Omni-
Ho rizon subco mpact twins.

• St e r ling Heights, Mich., (18 .8), Dodge
Sh adow-Plym outh Sun d a n ce and Dodge
Lanc e r-Chr ysler LeBaron GTS.

• Kenosh aPlant No. 1, (19.1), als o cl ose din
December, Chr ysler Fif th Ave n ue.

• St. Lou is car, (20), Dodge Day ton a and
Chrysler LeBaron coupe and conve rtible.

• Ne wark, Del., (20.6), Aries -Relia n t-cars,
Chrysler LeBaron, Dodge Spi rit and Ply-
mouth Accla im.

• Belvedere, Ill., (20.6), Dodge Dyn asty,
Chrysler New Yor ker.

• To l edo, Ohio, (20.6), Jeep Che roke e, Wa-
go neer, Grand Wag one e rand Comanche.

Ch rysler’s Can adian plant s
top others in qual ity

.......................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................................

Ranking of pla n t sby number
of dem erit poi nts (lowe s tis best)

Br amalea, Ont. 13.1

Br amp t o n, Ont. 14.8

Windsor miniva n, Ont. 15.2

St. Louis van, Missouri 16.8

Pillette van, Windsor, Ont. 17.0

Kenosh a 2, Wisconsin 18.6

St erl ing Heights, Michigan 18.8

Kenosh a 1, Wisconsin 19 .1

St. Louis ca, Missouri 20.0

Ne war k, Delawar e 20.6

Belveder e, Illinois 20.6

To ledo, Ohio 20.6

Wa rren, Michigan 21.6

Jefferson Ave nue , Detro it 22.1
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• Dodge City in War ren, Mich., (21.6), Dodge
Dakot aand Dodge ful l-size pickups.
Despit e thei r ap parently better quali ty wor k,

un ion ized Cana dian auto wor kers tend to
cos tle ss than their U.S. cou nterparts, in sig -

nific a n tpart becau se a gre ater por tio n of the
cos tof many socia l benefit s su ch as medical
care is bor ne by the stat ein Cana da.

Acco r ding to the mos tre c ent U.S. Bure au
of Labou r St atis ti cs infor mation, a typical

Cana dian auto wor ker’s wag es and ben efit s
cos t abou t $1 4.50 (U. S.) an hou r in 1987,
co mpare dwith $20.39 in the United States.

A quali ty audit of automotiv e assemb ly processes, whi c hfo rms the main theme of the article EM8903 giv en ove r leaf on pag e
11 .25 and above, is a complex mea s uring problem . Outlin e (s ome of) the facto rs that are respon sib le for this complex i ty;
in d i c ate exp licity for each facto r whet her it is mentio ned in the article and, if it i s, whe re.

• In addit ion to mea s uring diffic ulties, what matt e r(s) affect the li mit ast i ons on Answers draw n fr om the audit dat agive n
ov erleaf on pag e11 .25 about the rela t ive quali ty of veh icle sassemb led at the 14 pla n t s? Exp lain brief ly.
−− In lig ht of you r prev i ous answe rs, com mentcr iti c a l ly on the discus sio n of rela t ive pla n t ou tput quali ty giv en ove r leaf

(e.g., in the left-hand colum n).

1

In the fou rth parag raph of the first colum nov erleaf on pag e11 .25, it is stated that the audit is car rie dou ton cars.... chose n at
ra n dom as they rol l of f th e pr oduct i on lin e. Outli ne why eq uiprobable (‘ random’) selecting is impor tant in this situation.

• Su gge s ta meth od of selecting the cars that wou ld repre sent equ iprobable selecting; rem ember that you rmethod must be
practi c able on an on-go ing rou tin ebasi swith people who may hav eli ttle fo rmal st atis ti c a ltrain ing.

• Su gge s ta met hod of selecting the cars that wou ld not be, but which might appear to be, equ iprobable selecting.

• Sup pos ethat the selecting met hod was to take eve ry 50th car coming off the produ ction lin e. Unde rwhat con d ition s, if
any, cou ld this be con sid ere dto be equ ivalent toeq uiprobable sele cting from the lin e’s output? Exp lain brief ly.
−− Outlin e on eadvant age and one pos sib le disadvant age of the 1-in-50 system atic sele cting process des cribed in the previous

part of this que s tion 2, assuming that the requi rement for equ iprobabli li ty can be met.

2

In the con tex t of the fifth parag raph of the middle colum n of the article EM98903 reprint e dov erleaf and above, exp lain
br ief ly what you unde rst andby the phrase: .... the per sonalit ies of the inspector s, .... .

3

With referenc eto the article EM9103 Canada 16th in pro ductivity reprint e dbelow, com mentcr iti c a l ly on the stat ement:
Me asuring the pro ductivity of a whole cou ntr y is such a com p lex problem that it is mea ning les s to say Canada ranks 16th
on the world sca le, or that Canada’s posit i on on the sca le has declin e d from 4th pla ce sin ce1970.

4

EM9103: The Kit che ner-Wa ter l oo Recor d , Ja n uary 15, 1991, page B5

Can ada 16th in pro ductiv ity
MO NTREAL (CP) – Cana daha sfa l len to16th place in the world

scale of produ ctivity – from fou rth place in 1970 – and the cou ntr y
ha dbett e r sn ap out of the decli ne, war ns the chairma nof a maj or
dist rib u tio n co mpany.

Je a nnine Guillev in Wood, of Guillev in Int e rnation a l, said in a
speech Mon d ay that Cana dian companies do not eve n take advan -
tage of the produ ctivity aid s that are readily availa ble.

A sur vey among sma l l- and medium -si zed busi nes s esin Quebec
in 1989 indicated that 65 per cent of them did not use any produ c-
tivity aid s, such as computers for desig n ing, management and inv en-
to ry con trols , or robots.

In train ing emplo yees, Guillev in added that Cana dian companies
devo te an ave r age of three hou rs per year per emplo yee, compare d
with 100 to 200 hou rs in Eur ope, the United States and Jap an.

It takes an ave r age of sev en years in Cana dato bring to marke t a
new technol ogy, she said. Ame ricans take three years and the Jap an-
es e1.7.

Guil lev in, who built an ele ctr ical appli anc esh op into an int e rna -
tion a lelectr ic par ts dis tributor with nearly $500 mil l io n in sales, said

co mpanies have to wake up "befo re we find ourselves wit h a margi nal
and obsole te economy ".

Sh etold the Canadian Clu b that the cou ntr y’s era of natur al resou rce
ex ploit ation has to giv e way to more empha sis on its manufactur ing
se cto r.

Only 24 per cent of Cana da’s wor kfo rce is in the manufactur ing sec-
to r, compare dwith 28 per cent in the U.S. and 34 per cent in Ger many.

"We must keep in min d that the manufactur ing secto r is the prin-
ci pal gen erato r of economic stre ngt h fo r a cou ntr y".

Sh esaid a Nor thAmer ican trading bloc inclu ding Mex ico is inevi-
table, and is not hing for Cana dians to fear. Cheap Mex ican labou r is
not such a big threat to Cana dian workers, she said.

"What cou nts is not its abundanc eat a cheap rat e, but its efficie n cy,
productivity, dev otion to wor k and quali ty of train ing".

Guil lev in added that to improve produ ctivity, Cana daha sto end its
poli tical debates.

"A t a tim ewhen mos tcoun tries are gov erned by economic rea son, we
are paralyzed by con stiutio nal que s tion swhich drain all our ene rgie s."
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