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MEMORANDUM FOR COMMANDERS, DEFENSE DISTRIBUTION REGIONS AND DEFENSE SUPPLY CENTERS (LESS FUELS)


SUBJECT: Report on Customer Returns Improvement Initiatives





	The purpose of this letter is to summarize subject initiatives, provide conclusions reached at the last Quality Day Meeting, and direct your best efforts toward implementation of these initiatives.





	The DLA customers have seen improvement in the quality of new procurement receipts; however, acceptance of substandard returned materiel continues to degrade the overall quality of the wholesale inventory.  Our analysis of DLA managed items indicates on average, 60% (669,783) of depot lines received were customer returned materiel.  Product appraisal revealed approximately 13% of these items were nonconforming to technical requirements, compared to 3% on new procurement receipts.  Similar results have been reported to us by our customers at our Quality Day Meetings.





	We've undertaken a number of actions to correct the problems with returned materiel and improve the overall receipt process.





   (1)	 A new training course for receipt examiners which focuses on kind, count and condition evaluations of all receipts.





   (2) Technical inspection of targeted items which include NSNs received with past PQDR history and critical[/problem items identified to us by our customers.  We've requested our customers to provide listings of their critical/problem items requiring more stringent product verification through higher level inspections and laboratory testing.  System Change Requests (SCRS) have been submitted to identify these targeted items on receipt screens within DSS and for flagging them at former Service Depots (non-DSS Sites)





Higher level inspections and laboratory testing will be performed as required to verify targeted items meet technical requirements.





(4) 	A pilot test is being conducted to develop efficient ways to     	perform this triage of product appraisals while ensuring timely receipt and storage of incoming materiel.





(5) 	A new materiel returns decision logic/criteria.  This logic will include developing and designating one or two specialized depots, exclusive of primary distribution sites, to process selective return receipts of DLA managed items.  Although all depots will continue to accept returns, these designated sites will focus on our targeted groups, which currently comprise about IO% of all returns for DLA managed items.  Additionally, the program logic will include appraisal costs as part of the authorized return logic for our targeted groups.





	   In addition, we are studying best commercial practices to develop effective procedures for disposition of returned items which are not directed by the Inventory Control Point (ICP).  We are also considering a purge initiative to identify, appraise, and remove substandard items from our targeted groups, which may already be stowed in condition code A.





   DLA is committed to being the customers' provider of choice.  Therefore, we must be totally committed to reducing the contamination of our supplies caused by returns.  To be successful in this mission, ICP and Region Commanders must give this effort the highest level of support, Please designate a senior managerial representative with authority to task functional experts from your organization to assist in accomplishing these objectives.  We will continue to work with your designated representatives and provide you with timely update reports and status briefings.  Please send any additional comments or suggestions to Michael E. Shields, Jr. MMLXQ, DSN 427-2629, E-mail: michael_shields@hq.dia.mil. Thank you for your continued support.





                                      [signed]
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I will consider this             Executive Director


situation a customer             (Logistics Management)


support failure until 


we’ve cut that 13% rate


to less than 5%





