                                                           DLAH 4140.4


                                                           VOL I, PART 2








                             APPENDIX F-488





            CUSTOMER/DEPOT COMPLAINTS CLOSURE RESULTS SUMMARY





1.  PURPOSE





  The purpose of this report is to provide summary statistics regarding closure data elements for complaints closed during the current month.  The closed complaints are grouped according to Discrepancy Category (see appendix C-2) and displayed in each of six populations (Quality Defici-encies, Packaging Discrepancies, Transportation Discrepancies, Shipping Discrepancies, SF 364-RODS, and Center Totals).  Within each population the complaints are summarized by closure data elements (Discrepancy, Disposition, Cause, and Correction to Cause Codes) and a percentage of each as compared to the total is provided.





2.  ORIGIN





  a.  Appendix F-488A is produced from the CDCS as required reports process.





  b.  Appendix F-488B is produced from the CDCS monthend process.





3.  FREQUENCY





  a.  Appendix F-488A - As required.





  b.  Appendix F-488B - Monthly.





4.  FORMAT





  The format of F-488A and F-488B is the same except the title of the


F-488B will include the applicable month and year.  The report selects the Discrepancy Code and Document Type from records closed for the current month and compares them to the Discrepancy Category Table in appendix C-2 to determine what population the record falls (Packaging, Transportation, Shipping, or Quality).  If the Document Type is 6, 7, 8, or 9 the closed record is also included in the SF 364-ROD population.  The Center Totals population will not include data from the SF 364-RODs population.  Once the population is determined, all possible closure codes are listed and the number of closed for each code is provided.  In addition, a number of closed percentage of total for each code is listed.  Since each complaint is allowed up to three Correction to Cause Codes only the Discrepancy, Disposition, and Cause Codes totals will be equal within each population.  Closure Results populations are output on the report in the order of Quality Deficiencies, Packaging Discrepan-cies, Shipping Discrepancies, Transportation Discrepancies, SF 364-RODs, and Center Totals.





  a.  Heading Line (Standard Identification).





NOTE:  Beneath the Heading Line, the complaint Population Header (Quality Deficiencies, Packaging Discrepancies, Shipping Discrepancies, Transportation Discrepancies and SF 364) is provided to indicate the type of complaint discrepancy that was closed during the month.


�
  b.  Data Organization:





    (1) Sequence:





      (a) Major:  Organization Code (Office/Directorate).





      (b) Minor:  Population Header (i.e., Quality Deficiencies, Packaging Discrepancies, Shipping Discrepancies, Transportation Discrepancies and SF 364).





    (2) Number of lines per page:  Twenty-five.





    (3) Spacing:  Single-spaced between codes and double spacing between headers and all totals.





    (4) Page break is on:  Overflow of codes within population category.





    (5) Required totals are:  Discrepancy Code, Cause Code, Correction to Cause and Disposition Code Totals are provided within each population category (i.e., Quality Deficiencies, Transportation Discrepancies, etc.) for the individual Office/Directorate.  The same totals are cumulated for all Offices/Directorates and provided as Center Totals.





  c.  Captions of Data Elements:





    (1) QUALITY DEFICIENCIES - This listing provides the number of complaints closed during the month due to Quality Deficiencies (i.e., stored materiel requires repair, damaged freight shipment, etc.) is provided on this report under the following categories:





      (a) DISCREPANCY CODE DATA - The Discrepancy Code is a two-character alpha/numeric code summarizing the reason for the customer complaint.  Under this category, all applicable codes are listed, the Number of Complaints closed with the indicated code, and the Percentage of the Total Number Closed under the Discrepancy Code category is provided.  Also, the Discrepancy Total is summarized at the end of column.





      (b) CAUSE CODE DATA - The Cause Code is a two-character alpha/ numeric code summarizing the cause of the customer complaint (i.e., expired shelf-life, maintenance error, etc.).  Under this category, all applicable codes are listed, beside each code the Number of Complaints closed with the indicated code, and the appropriate Percentage of the Total Number Closed under the Cause Code category is provided.  Also, the Cause Total is summarized at the end of this column.





      (c) CORRECTION TO CAUSE DATA - The Correction as to Cause Code is a two-character alpha/numeric code summarizing the action taken to prevent reoccurrence of the complaint (i.e., correspondence with contractor, recommend training, etc.).  Under this cateogory, all applicable codes are listed, beside each code the Number of Complaints closed with the indicated code, and the appropriate Percentage of the Total Number Closed under this category is provided.  Also, the Correction Total is summarized at the end of this column.


�
      (d) DISPOSITION CODE DATA - The Disposition Code is a two-character alpha/numeric code summarizing the disposition of the customer complaint (i.e., invalid complaint, items retained without cost, etc.).  Under this category, all applicable codes are listed, beside each code the Number of Complaints closed with the indicated code, and the appropriate Percentage of the Total Number Closed under this category is provided.  Also, the Disposition Total is summarized at the end of the column.





    (2) PACKAGING DEFICIENCIES - This listing provides the Number of Complaints Closed during the month due to packaging deficiencies (i.e., improper LOGMARS, improper packing, etc.) is provided on this report.  The data elements on this listing (Discrepancy Code Data, Cause Code Data, Correction to Cause Data and Disposition Code Data) as well as the applicable listed codes are the same as those previously furnished under Quality Deficiencies, subparagraphs (a) through (d).  Totals for these data elements are also provided at the end of the columns on the listing.





    (3) TRANSPORTATION DISCREPANCIES - This listing provides the Number of Complaints Closed during the month due to transportation discrepan-cies (i.e., quantity received more than on Transportation Document (SF 361), Parcel Post not received, etc.) is provided on this report.  The data elements on this listing (Discrepancy Code Data, Cause Code Data, Correction to Cause Data and Disposition Code Data) as well as the applicable listed codes are the same as those previously furnished under Quality Deficiencies, paragraph (a) through (d).  Totals for these data elements are also provided at the end of the columns on the listing.





    (4) SHIPPING DISCREPANCIES - This listing provides the Number of Complaints Closed during the month due to shipping discrepancies (i.e., materiel addressed to wrong activity, incorrect item received, etc.) is provided on this report.  The data elements on this listing (Discrepancy Code Data, Cause Code Data, Correction to Cause Data and Disposition Code Data) as well as the applicable listed codes are the same as those previously furnished under Quality Deficiencies, paragraph (a) through (d).  Totals for these data elements are also provided at the end of the columns on the listing.





    (5) SF 364/SF 380 (Document Type Codes 6, 7, 8, and 9) - This listing provides the Number of Complaints Closed during the month of SF 364s (i.e., customer return of materiel, direct vendor delivery ROD, etc.) is provided on this report.  The data elements on this listing (Discrepancy Code Data, Cause Code Data, Correction to Cause Data and Disposition Code Data) as well as the applicable listed codes are the same as those previously furnished under Quality Deficiencies, paragraph (a) through (d).  Totals for these data elements are also provided at the end of the listing columns.





    (6) CENTER TOTALS - This listing summarizes the Number of Complaints Closed during the month due to Quality Deficiencies, Packaging Deficien-cies, Transportation Discrepancies and Shipping Discrepancies for the Defense Supply Center.  The Center Total does not include the number of complaints closed during the month from the SF 364 population.  The data elements on this listing (Discrepancy Code Data, Cause Code Data, Correction to Cause Data and Disposition Code Data) as well as the applicable listed codes are the same as those previously furnished under Quality Deficiencies, paragraph (a) through (d).  Totals for these data elements are provided at the end of the listing columns.


�
5.  DISTRIBUTION AND RETENTION





  Two copies of the listing (F-488A and/or F-488B) will be forwarded to the Programs and Systems Management Division, Quality Assurance Directorate.  One copy of the Center Totals report will be forwarded to HQ DLA where they are subsequently collated into an overall DLA Summary.





6.  PROCEDURES FOR REVIEW AND PROCESSING





  Operating personnel within the Quality Assurance Directorate will retain one copy to perform trend analysis regarding Center complaint closure.


�
CUSTOMER/DEPOT COMPLAINTS CLOSURE RESULTS SUMMARY (CONT’D)





�


�
CUSTOMER/DEPOT COMPLAINTS CLOSURE RESULTS SUMMARY (CONT’D)





�


�
CUSTOMER/DEPOT COMPLAINTS CLOSURE RESULTS SUMMARY (CONT’D)
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