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PART 1     CUSTOMER DEPOT COMPLAINT SYSTEM (CDCS)

CHAPTER 1  POLICY AND ADMINISTRATION

SECTION 1  GENERAL

1.1  PURPOSE

  This chapter prescribes the basic procedures, criteria, and responsibilities employed at Defense Supply Centers, excluding the Defense Fuel Supply Center and the Defense Personnel Support Center, Directorate of Subsistence, for processing of customer/depot complaints using the Customer Depot Complaint System (CDCS).

1.2  SCOPE

  The procedures described herein are based on the current functionality of the CDCS as a mechanical system for control and processing of customer/depot complaints and directives defined by DLA-Q and DLA-O for processing customer/depot complaints and procedures outlined throughout DLAM 4140.2, Volumes II and III.

1.3  REFERENCES

  a.  DLAR 4140.55, Reporting of Item and Packaging Discrepancies.

  b.  DLAR 4140.60, Processing Discrepancy Reports Against Foreign Military Sales.

  c.  DLAR 4155.28, Reporting and Processing Medical Materiel Complaints.

  e.  DLAR 4500.15, Reporting of Transportation Discrepancies in Shipment.

  f.  DLAM 4140.2, Supply Operations Manual, Defense Supply Center Supply Operating Procedures, Volumes II and III.

  g.  DLAM 4155.2, Quality Assurance Program Manual.

  h.  DLAM 4155.5, Quality Control Depot Serviceability Standards.

  i.  DLAH 4745.2, Volume I, SAMMSTEL Remote Users Handbook.

1.4  POLICY

  a.  In adherence with the policy depicted in DLAM 4155.2, Quality Assurance Program Manual, the CDCS is the mechanism for the control and processing of customer/depot complaints. 

  b.  Processing and resolution of complaints within each Action Office at a DSC will be accomplished using this handbook, DLAM 4140.2, and those manuals/handbooks listed as References in paragraph 1.3 above. 

1.5  PRINCIPLES OF CDCS

  a.  The Customer Depot Complaint Program utilizes a mechanical system designed to control the status and aging of complaints received at the DLA Defense Supply Centers; provide information for management and analysis; provide mechanical interface with the Automated Discrepancy Reporting System (ADRS) located at Defense Logistic Agency and Defense Distribution System depots; and automate the routine tasks involved with the processing of the complaints at DSCs.  This mechanical system is known as CDCS.

  b.  The term complaint refers to any type of report that reflects on the quality of products issued, stored, or services rendered to DLA customers.  DSCs may receive customer/depot complaints either directly from the customers or Screening Points via hard copy reports, phone calls, or TWX messages. The screening point identifies an activity where customers must submit quality complaints through for screening prior to submission to the DSC.  Complaints are also submitted by DLA and Distribution Standard System (DSS) depots mechanically via DIC CD5 DLA Depot Complaint Transaction.  Occasionally, depots will submit hard copy reports with pictures, examples, or other documentation which is needed to further explain the discrepancy.  All hard copy  reports received will be entered into the CDCS for control and routing to the appropriate action office for complaint resolvement.

  c.  Based on the type of complaint document received, suspense time frames are established within CDCS in which DSCs must reply to the submitter of the complaint as to disposition instructions.  If disposi-tion instructions cannot be provided within the original timeframes, the DSC must provide an interim reply with a new suspense date.

  d.  Response to complaints from the DSCs is both manual and mechan-ical processes.  DSCs will furnish disposition instruction to the customer/screening point activity on the original complaint document that was submitted by to the DSC.  For DLA/DSS depots, disposition instructions will be communicated mechanically using the interface between CDCS and ADRS.

  e.  When the customer/depot is alerted as to final disposition instructions, the DSC will consider the complaint as being completed; however, the complaint is not actually closed until all follow-on actions to include updates of SAMMS Master Files and billing transac-tions are finalized. 

1.6  RESPONSIBILITIES

  a.  Headquarters DLA will be responsible for: 

    (1) Development, preparation and dissemination of policy guidance relative to the development and maintenance of functional area procedural content of this manual and providing data systems requirement changes to DSDC.

    (2) Evaluation of proposed changes to procedural content and/or proposed data systems requirements changes prepared by DSDC or DSCs, within DoD and HQ DLA policy.  Evaluation process will consider known or projected impact on the CDCS and resources and known or projected savings/benefits to be derived. 

    (3) Final coordination of draft procedural changes and/or proposed data systems requirements changes within DLA and as necessary with Military Services and Civil Agencies.

  b.  DSDC is responsible for:

    (1) Developing, reviewing, revising and or recommending revisions to this handbook and the functional area procedural content of DLAM 4140.2 and DLAH 4140.4.

    (2) Determining the effective date of changes to procedural content of this handbook and/or the implementation data of approved data systems revisions. 

    (3) Publishing approved changes to the procedural content of this handbook concurrently with the corresponding data systems revisions. 

  c.  Office of Policy and Plans at each DSC is responsible for: 

    (1) Review and coordinate internal operating procedures and assure policy content as established herein is being complied with.

    (2) Submit recommended changes or program improvements when appli-cable under the provisions of this manual.

    (3) Develop local procedures for the processing of customer/depot complaints to include control of hard copy documents, CDCS outputs, local files, Action Office assignment criteria, complaint trend analysis, and management information. 

  d.  The Director of Supply Operations is responsible for:

    (1) Acting as Control Point for the CDCS, to include the following responsibilities: 

      (a) Administers the CDCS for the Center. 

      (b) Analyzes completeness, accuracy and use of the Customer Depot Complaint System File.

      (c) Performs trend analysis of complaints by National Stock Number (NSN), contractors, shipping activity, screening point/originator, Contract Administration Office, and closed complaint results. Report adverse or significant trends to management.

      (d) Reviews, analyzes and distributes Defense Supply Center internal CDCS reports. 

      (e) Ensures external reports are mailed.

      (f) Provides CDCS statistical data as required for management.

      (g) Controls and assigns CDCS Variable Inquiry Numbers upon Action Office Request. 

      (h) Determines effectiveness and efficiency of CDCS.  Proposes changes and takes appropriate action necessary to improve system effectiveness. 

    (2) Acting as Focal Point for the CDCS to include the following responsibilities:

      (a) Processing of customer/depot complaints which entails receipt of complaints via phone calls and message, and preparing the complaint in the proper format for input by the Focal Point.

      (b) Performing CDCS maintenance to include the following:

        1.  Reassignment of complaints to other Action Offices.

        2.  Determining Credit Authorization for complaints and updating the CDCS record with the applicable response.

        3.  Updating the Suspense Date and Interim Reply Code when Suspense Date is due.

        4.  Updating the CDCS record, entering the required data fields for completion and/or closure of complaints.

      (d) Alerting the proper Focal Point of required deletion of records, reopening of records, and/or changing Received Date.

      (e) Providing information on assigned complaints to Customer/ Screening Point as appropriate.

      (f) Initiating necessary SAMMS master file updates as result of complaint resolution.

      (g) Reviewing SAMMS file interrogations and CDCS outputs in the research of complaints according to local procedures.

      (h) When applicable, annotate hard copy complaints with final disposition instructions.

      (i) Researching suspected duplicates and alert Focal Point of necessary deletions.

      (j) Checking initial CDCS record for completeness and performing update of data as appropriate.

      (k) Taking corrective action, as to cause, to preclude reoccur-rence of the discrepancy.

      (l) Issuing immediate notification to issuing/using activities if the deficiency warrants.

      (m) Coordinating with Center elements to correct deficiency and resolve complaint.

      (n) Responding to Customer/Screening Point inquiries regarding previously established complaint records.

      (o) Coordinating with the Losing Inventory Manager (LIM) on CDCS records assigned as a result of Logistic Reassignment.

  e.  Directorate of Contracting and Production, Directorate Technical Operations, and Directorate of Quality Assurance at each DSC are responsible for:

    (1) Acting as Action Office(s) to include the following responsibilities:

      (a) Receipt and control of complaints assigned from the Focal Point or other Action Offices for research and/or resolvement.

      (b) Receipt of complaints via phone calls and messages, and pre-paring the complaint in the proper format for input by the Focal Point.

      (c) Performing CDCS maintenance to include the following:

        1.  Reassignment of complaints to other Action Offices.

        2.  Determining if materiel is under warranty and if Credit Authorization applies.

        3. Updating the Suspense Date and Interim Reply Code when Suspense Date is due.

        4.  Updating the CDCS record, entering the required data fields for completion and/or closure of complaints.

      (d) Alerting the proper Focal Point of required deletion of records, reopening of records, and/or changing Received Date.

      (e) Providing disposition instructions and/or information on assigned complaints to Customer/Screening Point as appropriate.

      (f) Determining cause of the complaint and taking corrective action to preclude reoccurrence of the discrepancy.

      (g) Alerting field/storage activities of suspected discrepant materiel.

      (h) Responding to Customer/Screening Point inquiries regarding previously established complaint records.

      (i) Forwarding all complaints involving nonissuable stock to Supply Operations for CDCS closure.

  f.  As an Action Office, Office of the Comptroller at each DSC is responsible for:

    (1) Receiving from other Action Offices, information hard copies of customer/depot complaints with Requisition History File (RHF) printouts requiring credit adjustment.

    (2) Validating credit authorization by accessing Control Number from the CDCS.

    (3) Issuing of required credit adjustment based on valid customer/ depot complaint and review of billing records.

    (5) Initiating closure action on complaints requiring credit adjust-ments after required financial transaction is generated.

    (6) Initiating update action of Unit Price/Total Dollar Value fields when customer's credit data is determined to be invalid.

    (7) Performing same responsibilities as subparagraph e(1)(g) above for complaints assigned to the Comptroller.

    (8) Entering or revising the ship data in the Active Contract File upon receipt of the contractor invoice.

  g.  The appropriate Contract Administration Office (DCAS) or Service Plant Cognizance Representative is responsible for:

    (1) Assisting and resolving discrepancies with contractor/vendor concerning overages, shortages, or materiels.

    (2) Furnishing disposition instructions when requested by the DSC.

  h.  Inventory Management Branches, DSO, are responsible for:

    (1) Analyzing stockage positions and requirements to determine acceptability of overage with/without payments.

    (2) Requesting from the IAB and/or retaining copies of DISREPS in Item Jacket Files for reference/follow-up purposes.

  i.  Inventory Accounting Branch, DSO, is responsible for:

    (1) Processing DISREPS expeditiously as prescribed in these proce-dures, and accomplishing adjustments to Due-In File records within five workdays from date of receipt of the DISREP from the Focal Point.

    (2) Providing the reply to the Focal Point within the due date on Control Form.

    (3) Obtaining MRO/DRO and assuring data are complete and correct in accordance with disposition instructions provided by the IM.

    (4) Editing all exception type MROs (DIC A5E) and DR09 (DIC A5J) to assure all data therein conform to appendices B-7 and B-32 of DLAM 4140.2 respectively, and entering exception data when required.

    (5) Forwarding all inputting MROs and DR09 on suspended items to the Quality Control Office at the Depot.

    (6) Initiating PRs, upon request, for accepted overages and con-tractual services to repair when required.

  j.  The Materiel Support Branch, DSO, is responsible for:

    (1) Making a positive supply decision and furnishing disposition within ten calendar days from date of receipt of all annotated SF 364g received from the IAB.

    (2) Preparing project orders or requesting contractual services to restore discrepant materiel to serviceable condition as prescribed by DLAM 4140.2, Volume II, Part 1, Chapter 17.

    (3) Obtaining MROs to ship materiel to DoD maintenance facilities or contractual sources for restoration to a serviceable condition.

    (4) Establishing and maintaining a file for discrepant receipts requiring project orders.

    (5) Advising the IM, IAB, and CCP when assembly/disassembly/repair of materiel is either delayed, canceled, or only a partial quantity of the reported quantity will be restored to a serviceable condition.

    (6) Providing replies to the Originator within seven calendar days to follow-up on outstanding or unanswered DISREPS as well as DISREPs which are returned for further information/action.

  k.  The Defense Reutilization and Marketing Office, DSC, is respon-sible for honoring exception data annotated on DROS, DIC A5J, and ensuring materiel is disposed of IAW the exception data instructions.

  l.  The Transportation and Traffic Management Office, DS/T, at distri-bution activities is responsible for processing partially completed DISREP covering losses, damages, or destruction of DLA property which are attributable to the carrier regardless of acquisition source.

  m.  The Office of Data Systems (ODS) is responsible for receiving the various input forms pertaining to this procedure and processing them in the appropriate mechanical routines.

  n.  The appropriate Contract Administration Office (DCAS) or service plant cognizance Representative is responsible for:

    (1) Assisting in resolving discrepancies with contractor/vendor con-cerning overages, shortages, or unserviceable materiels.

    (2) Furnishing disposition instructions when requested by the DSC.

1.7  DEPOT INTERFACE

  a.  An essential part of the Customer Depot Complaint Program is the mechanical interface between the CDCS and the ADRS, located at DLA and DSS depots.  A series of DIC CD_ transactions identified in the subpara-graphs below provide the medium for transferring complaint data between the DSCs and the DLA or DSS depot.  DSS depots are defined as those service depots which have come under total control of DLA and operate using DSS programming.

    (1) Customer Complaint Data Transaction (DIC CD1), is initiated manually by the DSC for the purpose of requesting information or invest-igation from depots, as result of a Customer/Screening Point complaint received at the DSC.  The transaction is passed mechanically to the depot, cited as the shipping depot.  The DIC CD1 transaction will contain the appropriate Depot Action Code, appendix A-6, to indicate action required by the depot.  Upon submission of the CD1 transaction, appendix F-476A, Customer/Depot Complaint Printout, will be generated to the applicable Action Office as notification that the DIC CD1 was sent to the Depot.  A response from the Depot if required, will be received at the DSC in the format of a DIC CD2 Customer Complaint Investigation Transaction.

    (2) Upon completion of the required research by the depot as to the DIC CD1 request, a Customer Complaint Investigation Transaction (DIC CD2) is manually input and transmitted via AUTODIN to the DSC.  The DIC CD2 transaction will provide shipment confirmation and or tracer invest-igation results as requested by the Action Code specified on the initial DIC CD1 transaction.  Upon receipt of the DIC CD2 transaction at the DSC, appendix F-476A will be generated to the current Action Office as notification that the customer complaint investigation results have been received.

    (3) Customer Complaint Disposition Transaction (DIC CD3) is mechanically generated to the depot upon entry of the Disposition Code and closure of the complaint record.  This transaction is also used internally at the DSC when the shipping activity entered on a Customer/ Screening Point Complaint is changed from DLA or DSS Depot to a Service Depot.  Appendix F-476A will be output to the current Action Office as confirmation that the DIC CD3 transaction was transmitted to the depot.

    (4) Depot Complaints Acknowledgment and Close-Out Transaction (DIC CD4) is mechanically generated to the depot on a daily basis as acknow-ledgment that the complaint has been received at the DSC and entered into the CDCS.  The DIC CD4 is also mechanically generated to the depot when a change occurs in the Suspense Date and/or Interim Reply Code, or upon closure/deletion or status of the complaint along with any comments data associated with complaint closure/deletion.

    (5) DLA/DSS Depot Complaints Transaction (DIC CD5) serves as the catalyst for transmitting complaints from the depot to the DSC.  Com-plaints are input manually to the depot's ADRS and transmitted to the DSC in the DIC CD5 format via AUTODIN.  Upon receipt of the DIC CD5 transaction at the DSC, a DIC CD4 transaction will be mechanically generated back to the depot as receipt acknowledgment.  A F-476E Customer Depot Complaint printout will be output to the first Action Office as notification that a new complaint has been established in the CDCS.

    (6) When Document Type 5, 8 or 9 complaint is assigned to a DLA/DSS Storage Activity, a DIC CD4 transaction with a Transaction Indicator 6 is mechanically generated to the depot.  The DIC CD4 closure transaction, with Transaction Indicator 9, is suppressed when the complaint is closed upon receipt of a DIC CD5 transaction with an Action Code QL from the ADRS.

    (7) When NSNs are transferred as a result of Logistic Reassignment a Customer/Depot Complaint System Logistic Reassignment Transaction (DIC CD5) is mechanically generated to transfer closed complaint records from the LIM to the Gaining Inventory Manager (GIM).

    (8) Only DIC CD1, CD2, and CD5 transactions generated by the DSC and Depot are subject to validation criteria set forth in CDCS.  CDCS and Depot interface transactions which fail the validation process, particu-larly DICs CD1 and CD2, are output as either controlled or uncontrolled violations on the SAMMS Distribution Subsystem Appendices F-117, Uncon-trolled Violation Listing and F-122, Controlled Violation Listing. DIC CD5 transaction violations will be output on appendix F-475, CDC Exception Listing.  To correct violations, the Focal Point or Control Point users must manually review the violation transactions and process in accordance with appendix E-206V.

1.8  REPORT TYPES

  a.  There are fifteen different types of discrepancy reports which may be entered into the CDCS.  Even though these discrepancy reports are grouped by report titles (e.g. SF 364, SF 368), when entered into the CDCS, each type of discrepancy report is assigned a Document Type Code based on the type of report, criticality of the deficiency and from where the complaint originated.  Reference appendix A-9.  

    (1) SF 364 - REPORT OF ITEM DISCREPANCY (ROID) 

      (a) SF 364, Document Type Code 6, 7, 8, or 9 is used by both depots and customers to report deficiencies in materiel at time of receipt inspection.  A Report of Discrepancy will be submitted when:

        1.  Shortages or overages from a Procurement Source exist and the value is in excess of $100.00 per line item, except for classified or protected items which will be reported regardless of dollar value. 

        2.  Misdirected shipments, duplicate shipments, or unacceptable substitutes are received from a Procurement Source, regardless of dollar value. 

        3.  The condition of the item received from a Procurement Source is found to be damaged or in a condition other than that indicated on the shipping document. 

        4.  Materiel received from a Procurement Source has an expired or about to expire shelf life and the dollar value is in excess of $100.00 per line item. 

        5.  Materiel received from a Procurement Source is incomplete/ missing technical data or markings, misidentified or has latent 

defects, regardless of the dollar value. 

        6.  Supply Documentation is missing or incomplete, regardless of dollar value.

        7.  Packaging or marking discrepancies, regardless of the dollar value, are detected and include the following: 

          a.  Materiel improperly packaged which may result in mission degradation.

          b.  Materiel has marking discrepancies, such as incorrect address information resulting from errors in applying destination mark-ing; inadequate marking of shipping container(s) or item(s) which requires opening of the container or may result in improper handling or storage; improper identification, marking or certification of items, packages, containers of unitized loads of ammunition, explosives and/or other hazardous materiel that is not IAW Interstate Commerce Commission, U.S. Coast Guard, Federal Aviation Agency, Military, Federal, or other regulatory directive. 

          c.  Deficiencies in packaging occur involving ammunition, explosives, and other hazardous materiel regardless of whether other unsatisfactory conditions have resulted. 

          d.  Materiel received is identified as having excess preser-vation, packaging, or packing which inhibits storage or functionality of the item. 

        8.  Materiel received from a nonprocurement source is suspended for condition classification and placed in stock under Condition Code J (resulting from redistribution orders) or Condition Code K, indicating technical inspection or classification cannot be accomplished by the recipient without additional technical information or technical assistance. 

        9.  Materiel received from a nonprocurement source is reparable or incomplete and placed in stock as unserviceable under Condition Code E, F, or G and disposition instructions are requested.

    (2) DD FORM - 1225 STORAGE QUALITY CONTROL REPORT

      (a) DD Form 1225, Document Type Code 5, is used by DLA and DSS Depots during the surveillance inspection process to report deficiencies detected after materiel is placed in storage.  A DD Form 1225 will be prepared when one of the following situations is detected:

        1.  It is determined that there may be contractor liability for unserviceability under the terms of warranty clauses or unserviceability is due to latent defect.  Materiel in this condition will be transferred to Condition Code L pending negotiation with contractors or receipt of disposition instructions.

        2.  It is determined that Materiel in location is not in an issuable condition.  A DD Form 1225 is prepared to transfer condition of materiel from issuable to non-issuable (Condition Code J or L). 

        3.  The actual contents of a container differ from the quan-titative data marked on the outside of the container. 

        4.  Change in condition of dated, limited shelf life materiel . 

        5.  Materiel found in location is unidentified or misidentified, but subsequent research by the depot identifies the materiel to a correct NSN. 

        6.  Materiel found in location cannot be identified to a correct NSN and the dollar value exceeds $100.00.

    (3) SF 361 - DISCREPANCY IN SHIPMENT REPORT (DISREP)

      (a) The SF 361, Document Type 3, is issued by distribution activities and DLA Customers, to report discrepancies in shipments attributable to carriers.  A DISREP will be submitted to the DSC when one of the following conditions exists: 

        1.  Over, short, loss of, or damage to military freight.

        2.  Discrepancy in improper loading, blocking, bracing, or handling. 

        3.  Misconsigned Shipments.

        4.  Value of discrepancy shipment is unknown or exceeds $25.00.

    (4) SF 368 - PRODUCT QUALITY DEFICIENCY REPORT (PQDR)

      (a) The SF 368, Document Type Code 0 or 1, is used by DLA Cus-tomers and depots to report a defect or nonconformance condition which limits or prohibits the product from fulfilling its intended purpose, because of design, specifications, materiel, manufacturing, and/or workmanship.  The report itself is assigned a category rating of CAT I, CAT II, or CAT III, based on the criticality of the discrepancy.  The SF 368 may be submitted to the DSC by electronic message, E-Mail, phone call, facsimile or by normal mail.  A SF 368 is submitted when one of the following situations is detected: 

        1.  Materiel received or in storage is determined not suitable for its intended use because of design or materiel quality deficiencies. 

        2.  Materiel received or in storage is determined to be defec-tive, due to faulty workmanship, fabrication, and assembly.

        3.  Materiel received or in storage is determined to be unsuit-able for use because of incorrect dimensions or item failed product serviceability tests. (e.g. mechanical, pressure, electrical, etc.). 

        4.  Materiel is determined to be a bogus part. 

    (5) SF 380 - REPORTING AND PROCESSING MEDICAL MATERIEL 

      (a) The SF 380, Document Type Code B, C, or D is used by stock points and DLA Customers to alert and/or suspend medical materiel sus-pected of or determined to be defective.  The report itself is assigned 

a category rating of Type I, Type II, or Type III, based on the severity of the discrepancy.  Type I discrepancies can only be submitted by authorized medical or dental officers.  A SF 380 complaint will be sub-mitted to DPSC in hard copy format when one of the following situations occur:

        1.  Cataloged medical, dental, and laboratory items procured  

for DPSC is suspected of or is determined to be defective by the customer, at time of materiel receipt. 

        2.  Noncataloged medical, dental, and laboratory items, procured by DPSC is suspected of or is determined to be defective by the customer at time of materiel receipt.

        3.  An Information Only SF 380 is submitted for all Type I defective medical and dental items identified as being locally pur-chased. 

    (6) DLA QUALITY AUDIT

      The DLA Form 1714, Quality Audit, Document Type Code 4, is submitted by Quality Auditors to report inspection results of a DLA Quality Audit performed on procurement receipts placed into ready to issue stock.  This report is used to measure the quality effectiveness of the DLA acquisition operation and the attainment of quality products.  Upon completion of an audit, the Quality Auditor will prepare a Quality

Deficiency Report (QDR), for each substandard found against a contract assigned for source inspections.

    (7) DD FORM 1938 - GOVERNMENT INDUSTRY DATA EXCHANGE PROGRAM ALERT  

      (a) The Government Industry Data Exchange Program Alert (GUIDEP), Document Type Code E or F, is generated by a manufacture alerting the Government of possible materiel deficiencies traced to inadequate controls or use of improper materiels or processes during manufacturing.  The materiels involved have both government and industrial applications. 

      (b) When an Action Office receives a complaint via telephone, message, or facsimile, attempts will be made to identify type of report to be used for complaint entry into CDCS.  However, if type of complaint cannot be determined, the Action Office will forward complaint informa-tion to the Focal Point as a Document Type Code 2, Phone Call, Message, or Other.
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