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                             APPENDIX F-489



           CUSTOMER/DEPOT COMPLAINTS WITHIN ORGANIZATION SUMMARY



1.  PURPOSE



  The purpose of this report is to provide the DSC a statistical summary by major organization of open complaints.  Complaints are aged by days within the same major organization (first position of Action Office) and placed in Age Category groupings (i.e., 0-30 days, 31-60 days, etc.).  The report is output in Document Type sequence with totals for each major organization.  In addition, aging totals are provided by Complaint Discrepancy Category (see appendix C-2).  The F-489A Report is generated as required and the F-486B is generated monthly.



2.  ORIGIN



  a.  Appendix F-489A is produced from the CDCS as required reports process.



  b.  Appendix F-489B is produced from the CDCS monthend process.



3.  FREQUENCY



  a.  Appendix F-489A - As required.



  b.  Appendix F-489B - Monthly.



4.  FORMAT



  The format of both reports (F-489A and F-489B) is essentially the same except the title of the monthly report will provide the applicable month/year.  Both reports show, by Organization, the particular Complant Document Type within specific Age Categories.  At the end of the listings (on the last page) a Grand Total of all Complaint Document Types and types of Discrepancy is provided for all Organizational Codes and they are further divided into the listed Age Category groupings.



  a.  Heading Line (Standard Identification).



  b.  Data Organization:



    (1) Sequence:



      (a) Major:  Complaint Document Type.



      (b) Minor:  Organization Code.



    (2) Number of lines per page:  Twelve lines maximum.



    (3) Spacing:  Double-spaced.

�    (4) Page break is on:  Change in Complaint Document Type.



    (5) Required totals are:  Grand Total by Age Category for each Organizational Code.  Grand Total by Age Category for each Discrepancy Type.  Grand Total by Age Category for all Organizational Codes is provided on the last page of the report.



  c.  Captions of Data Elements:



    (1) ORGANIZATIONAL CODE - First position of Action Office and in-the-clear message indicating Office/Directorate (i.e., A - Data Systems, O - Supply, Q - Quality Assurance, C - Comptroller).



    (2) AGE CATEGORY - Age Category groupings (0-30 days, 31-60 days, 61-90 days, 91-120 days, 121-150 days, over 150 days) showing the number of days the complaint record has been recorded within the Organization.  (First position of Action Office).



    (3) DISCREPANCY TYPE - Computed by comparing complaint record Discrepancy Code and Document Type to Discrepancy Category Table in appendix C-2.  Values are always:



CODE          TYPE_DISCREPANCY 



P             Packaging

Q             Quality

S             Shipping

T             Transportation



5.  DISTRIBUTION AND RETENTION



  Two copies of each report (F-489A and/or F-489B) will be forwarded to the Programs and Systems Management Division, Quality Assurance Directorate.



6.  PROCEDURES FOR REVIEW AND PROCESSING



  Operating personnel within the Quality Assurance Directorate will forward a copy of the as required report (F-489A) to the Office/ Directorate that has requested it.  The F-489A and F-489B will be retained for trend analysis regarding major organization complaint processing performance.
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