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                            APPENDIX F-485C



          CUSTOMER/DEPOT COMPLAINTS COMPLETION STATUS SUMMARY



1.  PURPOSE



  The purpose of this report is to provide summary statistics for both the previous and current month regarding customer/depot complaints received, completed, deleted, and still in process.  Completed com-plaints are the records that the DSC has provided a response to the customer or depot regarding resolution of the complaint.  The F-485C is generated at monthend and contains statistics for the DSC and each of its major organizations.  Organization totals are based on the current Action Office for the complaint.  Complaints Received Current are based on complaints with a Received Date within the current month.  Complaints Completed Current are records with a Completion Date within the current month.  Complaints Deleted Current are based on complaints with a Deleted Date within the current month.  Complaints In Process Current are records with a blank Completion Date.  The F-485C also provides statistics regarding average processing time for completed complaints.



2.  ORIGIN



  The F-485C is generated from the CDCS monthend process.



3.  FREQUENCY



  Monthly.



4.  FORMAT



  a.  Heading Line (Standard Identification).



  b.  Data Organization:



    (1) Sequence:  Organization.



    (2) Spacing:  Double-spaced.



    (3) Page break:  Change in Organization.



    (4) Required totals:  For each Document Type, the total complaints received, completed, deleted and in process for current and previous months for each Organization and Center.  For each Discrepancy Type (see appendix C-2), total received, completed, deleted and in process for previous and current months for each Organization and Center.



  c.  Captions of Data Elements:



    (1) ORGANIZATION CODE - First position of the current Action Office with in-the-clear explanation or Center Totals.

�    (2) COMPLAINT DOCUMENT TYPE - Document Type Code followed by document description.



    (3) RECEIVED CURR - Received Current.  Number of complaints received for current month.



    (4) RECEIVED PREV - Received Previous.  Number of complaints received in previous month.



    (5) COMPLETED CURR - Completed Current.  Number of complaints com-pleted in current month.



    (6) COMPLETED PREV - Completed Previous.  Number of complaints com-pleted in previous month.



    (7) DELETED CURR - Deleted Current.  Number of complaints deleted in current month.



    (8) DELETED PREV - Deleted Previous.  Number of complaints deleted in previous month.



    (9) IN PROCESS CURR - In Process Current.  Number of complaints in process for the current month (blank Completion Date).



   (10) IN PROCESS PREV - In Process Previous.  Number of complaints in process at end of previous month (blank Completion Date).



   (11) TOTAL DAYS - By Document Type, the sum total of days for processing complaints from receipt to response to customer/depot (Completion Date minus Received Date).



   (12) AVERAGE CURR - Average Current.  Average number of days to process a complaint from receipt at the DSC to response to customer.  Computed by dividing TOTAL DAYS by COMPLETED CURRENT.



   (13) AVERAGE PREV - Average Previous.  Previous month's average in days for processing a complaint from receipt to response to customer.



   (14) TOTAL - Totals for Current Document Type columns Received Current/Previous, Completed Current/Previous, Deleted Current/Previous, In Process Current/Deleted, Total Days, and Average Current/Previous.



   (15) DISCREPANCY TYPE - Discrepancy Type is computed by comparing the Document Type and Discrepancy Code to the category table in appendix

C-2.  Always Quality, Transportation, Shipping and Packaging.



   (16) RECEIVED CURR - Received Current.  By discrepancy category, total received for current month.



   (17) RECEIVED PREV - Received Previous.  By discrepancy category, total received in previous month.



   (18) COMPLETED CURR - Completed Current.  By discrepancy category, total completed in current month.



   (19) COMPLETED PREV - Completed Previous.  By discrepancy category, total completed in previous month.

�   (20) DELETED CURR - Deleted Current.  By discrepancy category, total deleted in current month.



   (21) DELETED PREV - Deleted Previous.  By discrepancy category, total deleted in previous month.



   (22) IN PROCESS CURR - In Process Current.  By discrepancy category, total in process for current month (blank Completion Date).



   (23) IN PROCESS PREV - In Process Previous.  By discrepancy category, total in process at end of previous month (blank Completion Date).



   (24) TOTAL DAYS - By discrepancy category, sum total of days for processing complaints from receipt to response to customer/depot (Completion Date minus Received Date).



   (25) AVERAGE CURR - Average Current.  By discrepancy category, average number of days to process a complaint from receipt at the DSC to response to customer.  Computed by dividing TOTAL DAYS by COMPLETED CURRENT.



   (26) AVERAGE PREV - Average Previous.  By discrepancy category, previous month's average in days for processing a complaint from receipt to response to customer.



   (27) GRAND TOTAL - Totals of Discrepancy Type columns Received Current/Previous, Completed Current/Previous, Deleted Current/Previous, In Process Current/Previous, Total Days, and Average Current/Previous.  These totals will equal TOTAL from Complaint Document Type.



5.  DISTRIBUTION AND RETENTION



  Two copies of the report will be forwarded to the Programs and Systems Management Division, Quality Assurance Directorate who will forward one copy to applicable organization.



6.  PROCEDURES FOR REVIEW AND PROCESSING



  Operating personnel within the Programs and Systems Maintenance Division and major Organizations will use the report to monitor Center workload regarding processing time for responding to customer/depot.  The F-485C can be used with the F-485A or F-485B to evaluate time required to process complaint follow-on actions after completion of complaints.
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