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The five whys

A complaint is received from a customer as the
goods ordered where not delivered on the agreed
delivery date.

1. Why were the goods not received on the date
agreed?
The company did not have the goods in stock to
supply.

2. Why did the company not have the goods in
stock to supply?
The product had not been received from the
manufacturer before supplies ran out.

3. Why did this happen?
The volume of sales of the product increased
significantly over the period.

4. Why was there such an increase in sales of the
product?
A marketing campaign had been undertaken and
the goods offered at a discounted price.

5. Why weren’t stock levels adjusted to take into
account this promotion?
The warehouse was not aware of the promotion
and therefore of the change in sales pattern.
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One key root cause is the lack of communication
between department’s therefore stock economic
ordering quantities had not been adjusted to take
account of the increase in likely sales.

There is normally more than one root cause and a
further cause could be that the stock system was
not upto-date; it may be that it is only updated
periodically, possibly at the end of each day and
appearing to hold stock than is actually is when the
system is checked.
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