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SPECIFIC RESULTS:
According to Sondelski, IQS has had a positive 
impact on many aspects of their business including:

CUSTOMER RESPONSIVENESS – 
“In the past, a customer would call about a non- 

conformance or corrective action. Before IQS, our 

sales or quality departments would spend a lot of 

time trying to find and figure out the information the 

customer requested. Typically, the information would 

have to be pieced together from multiple systems 

requiring us to call the customer back. Now, since 
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the implementation of IQS, our quality or sales 

department will take the call, find the information in 

IQS, and relay it back to the customer in minutes. 

This had led to many corrective actions and quality 

issues being resolved very quickly.”

ISO 9001 AUDITS & CUSTOMER AUDITS – 

“Because of IQS, our audits and quality checks are 

taking less time to complete because the time spent 

is more productive. For example, when our ISO 

auditor comes in for the yearly audit, our quality 

manager has a very easy time now that IQS is 

implemented. Most of the time the auditor will ask 

a question and before he finishes the question our 

Quality Manager has the answer for him. Customer 

Audits are very similar. The auditor will ask a ques-

tion and before he or she finishes our Quality Man-

ager using IQS has the answer. Many of the custom-

ers that have conducted audits with us are awed at 

the power of IQS.”

SUPPLIER RESPONSIVENESS – 

“Before tracking supplier communications in IQS, 

our response time for suppliers getting back to us 

was about five days. Since we let our suppliers know 

that we are now tracking communications in IQS, 

we have seen their response time drop down to 

approximately three from the original five days.“

THE PROBLEM:
MTD had a large supply base and was trying 
to get a handle on customer RMAs caused by 
purchased parts. Their supplier, parts and quality 
information was managed in disparate systems 
on a plant-by-plant basis. Supplier charge-backs 
were handled by filling out a 3-part RDVM form 
– one for accounting, one for quality, and no 
one knows what was done with the third copy. 
This inefficient system was costing MTD money 
and had potential to damage customer relation-
ships. MTD’s goal was not only to recover money 
from suppliers for the bad parts, but more 
importantly, they needed to improve the process 
of working with suppliers. The end goal was to 
reduce (or eliminate all together) the RMAs 
caused by purchased parts.

THE CHALLENGE:
At first, MTD attempted to develop a system to 
handle the RMAs but quickly realized the solution 
needed was much more complex than originally 
thought. One challenge was that many depart-
ments were involved in touching an RMA includ-
ing quality, inspection, engineering and purchas-
ing. The other challenge was the number of 
factors which could cause an RMA including 
equipment, training, out-of-sync revisions and 
specifications, and incorrect inspection. Handling 
RMAs essentially required a comprehensive 
approach to internal and supplier quality. MTD 
revised their requirements to include: 

• The ability to capture and prioritize relevant 
   NCM information and request a corrective  
   action when applicable

• Standardization of defect codes

• Integration with ERP (MAPICS) to provide an 
   accounting record for debits associated with 
   NCM

THE IQS SOFTWARE 
SOLUTION:
In under 6 months, MTD recovered $6M with 
IQS – 1% of their total annual revenue. 
Recovered costs were not their only benefit, 
but they saw dramatic improvement in the 
identification and reduction of errors causing 
the RMAs.

• The number of documented occurrences 
increased 47% the first year and 40% the 2nd 
year.

• Standardized defect codes allowed for relevant 
reporting capabilities on a “real-time” basis.

• Allowed for 28% increase in recovery for 
COPD.

In addition, the new system dramatically 
improved the effectiveness of communication 
both internally and with suppliers. MTD was able 
to more efficiently process supplier debits and 
improve the accuracy and timeliness of supplier 
notification.  With the data in place to track and 
monitor nonconformances and corrective actions, 
MTD initiated a Supplier Scorecard Program to 
standardize communication with suppliers. MTD 
identified four performance measures to focus 
on initially.

MTD and IQS worked together to develop a 
scorecard that was populated from IQS, ERP and 
other data sources, for one comprehensive view.  
Supplier response to the scorecard was positive 
because they received performance feedback 
from a customer. Initially, 75% of the supplier 
calls were to request backup information to 
support their scorecards. In EVERY case, MTD 
was able to defend the score with supporting 
data. The focus of the program shifted immedi-
ately from scores to supplier improvement and 
development.

iqs.com
800.635.5901
info@iqs.com

IQS     MTD PRODUCTSAND

The staff at Pointe Precision knows exactly where 
to go for quality information and what the correct 
processes are for managing quality which gives 
them a higher level of comfort when addressing 
customer needs.
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