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Abstract : Increasing quality requirements make reliable and effective quality management indispensable. This includes the
complaint handling in which the 8D method is widely used. The 8D report as a written documentation of the 8D method is one
of the key quality documents as it internally secures the quality standards and acts as a communication medium to the
customer. In practice, however, the 8D report is mostly faulty and of poor quality. There is no quality control of 8D reports
today. This paper describes the use of natural language processing for the automated evaluation of 8D reports. Based on
semantic analysis and text-mining algorithms the presented system is able to uncover content and formal quality deficiencies
and thus increases the quality of the complaint processing in the long term.
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