                                                                                                              July 10, 2000

J-33 

MEMORANDUM FOR DISTRIBUTION

SUBJECT:  Minutes for the May 23-24, 2000, Quality Day Conference

     The minutes for the Quality Day Conference are provided for your information and action, as appropriate (Attachment 1).  An attendee list is at Attachment 2.  As you know, our customers judge DLA’s performance based on how well our products and services satisfy their needs.  DLA welcomes the valuable feedback provided by our customers on the quality of our products.

     I would like to extend my appreciation to all attendees, especially our customers, for your perspective on the quality of materiel that we are providing to you and how we can better support you in the future.

     The next Quality Day Conference is planned for November 2000.  The date and location are yet to be determined.  Our point of contact is Ken Gibson, J-33, DSN 427-2631, FAX 427-2628, and e-mail ken_gibson@hq.dla.mil.


                                                                                          //Signed//

                                        THOMAS J. RIDGWAY


Assistant Executive Director

                                                       
Technical Service Group
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Minutes from the May 23-24, 2000 Quality Day Conference
     Mr. Ken Gibson, J-33, opened the conference by providing administrative remarks.  He then turned the conference over to Mr. Bill Finkel, J-33, who provided the welcoming remarks.  Mr. Finkel informed the group that the Threat Reduction Agency will be moving into the DLA Complex soon and DCMA will be moving to another location.  He then said that the cancellation of the November 1999 Quality Day was because we needed additional time for preparation.  He went on to say that we are placing more emphasis on our customers by refocusing our efforts towards the customers’ needs.  He described the road show that was carried to the DLA Supply Centers, focusing on critical application items and getting the customer the right item the first time, sent to the right place, and at the right price.  Mr. Finkel told attendees that on the first day we will be looking more closely at why we are getting an increase in Product Quality Deficiency Reports (PQDRs) and what we are doing to reduce them. Mr. Finkel introduced Mr. Tom Ridgway, J-33, for comments.  Mr. Ridgway covered the activities for the two-day conference, explaining that the first day would be a working session focused on PQDRs.  He continued with why he had selected the topics on the agenda for the first day of the conference and how the customers would be addressed on the second day.

PRESENTATION and DISCUSSION:
May 23, 2000

DLA PQDR Program Status.  Mr. Larry Clark, J-33, explained that the purpose of his discussion topic was to review the DLA PQDR Program process flow and identify program weaknesses.  Mr. Clark, the DLA PQDR Program Manager, referenced the April 11, 2000 workshop where we identified where we are with respect to the DLA PQDR program.  He further stated that we have looked at the DLA PQDR program flow to assure that the policy and procedures established are sound.  Actions are ongoing to investigate and respond to customer PQDRs and identify program improvements.  He explained that some functions are not being performed, supervisor control and metrics are lacking, workforce training is needed, and we need to make better use of current technology.  Due to the lack of control points within the DLA Supply Centers, there was a lot of discussion focused on establishing control points, providing training to personnel who are performing PQDR investigations, screening points being a mandatory entry in the Customer Depot Complaint System (CDCS), and use of e-mail to respond to the screening points.  

     Other areas discussed were the exhibit-holding process to assess the number of days actually needed to hold exhibits, the need for DLA and NAVSEA to work closer together to resolve issues, and for the DLA Supply Centers and Military Services to automate the PQDR form.

Inventory Control Point (ICP) Top Five PQDR Originators.  Note:  Each DLA ICP presented statistics on their top five PQDR originators and the customers were not provided handouts for the DLA internal meeting held on May 23, 2000.

     Mr. Dennis Lieb, DSCC-BDT, reviewed the DSCC top five PQDR originators for FY 2000, which included Puget Sound Naval Shipyard, U.S. Coast Guard at Cap May, USMC Albany, Naval Aviation Depot Cherry Point and USAF Tinker Air Force Base (AFB).  Mr. Lieb provided statistics on PQDRs completed the first quarter of FY 2000, percent defective, PQDRs received, number of NSNs, discrepancies, special customer program, simplified investigation, closing response sent to the originators, stock inspection, exhibits, DCMA support points involved, cause of defect, customer error and invalid complaints.  

     Mr. John Doughterty, DSCP-OMPT, reviewed the DSCP top five PQDR originators for FY 2000 that came from Puget Sound, USMC Albany, Naval Aviation Depot Cherry Point, USAF Tinker AFB and the USCG Cape May.  Mr. Doughterty explained in detail the top five customers’ PQDR statistics, with the findings of his investigation, actions taken to correct deficiencies, actions taken to preclude recurrence, disposition instructions needed for alert notification and credit allowance authorized.  

     Ms. Gloria Walker, DSCR-RZS, reviewed the DSCR top five PQDR originators for the first quarter of FY 2000, consisting of Puget Sound, USCG Cape May, USMC Albany, Naval Aviation Depot Cherry Point, and Tinker AFB.  This discussion focused on a lot of detailed statistics on Category I and II PQDRs.

Aircraft Launch and Recovery Equipment (ALRE) PQDRs.  Mr. Dennis Lieb, DSCC-BDT, provided detailed statistics on closed PQDRs for the first and second quarters of FY 2000.  There were 13 originators that submitted PQDR complaints and 40 of the complaints represented 21 NSNs.  Ninety-five percent of the discrepancies could be identified and the QAS used simplified investigation 53 percent of the time.  This report consisted of a lot of detailed information; briefing charts are available with the details covering areas such as closing responses, stock inspection, exhibits, DCMA, and cause of defects.

PQDRs Involving Engines.  Ms. Gloria Walker, DSCR-RZS, asked Mr. Charles Carrell to familiarize the group with the engine program.  Mr. Carrell said that the parts were not being purchased by an approved source.  The problem was eliminated by the purchase of parts from only approved sources.  Ms. Walker then began by explaining the number of documents for the first and second quarters of FY 2000.  These documents were from DSCC, DSCP, and DSCR; the originators were several different Air Force bases, Air National Guard and the Navy.  The criticality of the PQDRs was also discussed and there were 13 NSNs, with 4 being non-critical and 9 critical.  All information was extracted from the DLA Customer Depot Complaint System.  No testing was performed on any of these items.

May 24, 2000
The second day of the conference consisted of representatives from the Military Services, NASA, DCMA, and the DLA community.  Day two began with administrative remarks by Ken Gibson and opening remarks by Mr. Finkel and Mr. Ridgway.  After the opening remarks were provided, Mr. Ridgway began the second day of the conference with a presentation on Critical Item Management.

Critical Item Management.  Mr. Ridgway informed the group that DLA managed three million items prior to 1991.  During the Consumable Item Transfer (CIT) initiative, DLA picked up 760,000 CIT between August 1991 and November 1995 for Phase I and 152,000 CIT between January 1996 and October 1997 for Phase II.  He then discussed the critical item management top-down review, consisting of the critical parts review at the DLA Inventory Control Points (ICPs), the development of a detailed profile of critical items, building a detailed transition-based flow chart, process review and workload increase.  Some of the ongoing activities discussed included updating and standardizing our guidance documents, incorporating training at the ICPs into a core training package through comprehensive training that addresses a variety of critical DLA-managed items.  Ongoing activities included metrics to monitor/evaluate performance.  Other areas of the discussion were focused on USAF and DLA-related efforts, CSI review related to the Navy and DLA, and the Aircraft Launch and Recovery Equipment to resolve issues.

DoD PQDR Program.  Ken Gibson, J-33, provided an overview of the DoD PQDR program and some of the current activities that are on-going.  This overview consisted of the identification and explanation of governing documents:  the Code of Federal Regulation, Title 41, establishes deficiency reporting of DoD or GSA shipments of materiel; DODD 5000.1 provides (in part) implementation instructions; and DLAD/DLAI 4155.24 /AR 702-7/SECNAVINST 4855.5A/AFR 74-7 provides instructions for submitting PQDRs across component lines.  It was pointed out that this joint document contains the mandatory procedures for reporting, processing, and investigating product deficiencies across component lines.  It was explained that, even though the joint PQDR document is a DoD document, other Government agencies and Government contractors use the document and they should be informed when changes are made.  Also, during this discussion it was explained that that there is a DoD PQDR committee that meets quarterly, or as needed, that works to make policy changes to improve the PQDR process.  The committee consists of members of the Army, Navy, USMC, GSA, DCMA and DLA.  The DoD committee revised the draft PQDR document and staffed it with the appropriate elements on July 1999; changes noted will be made and the document will go to publication.  There were several minor changes, major changes consisting of procedures for locally purchased items, a revised DD Form 2332, and changing the regulation to a directive and an instruction (see handout for more detail).

DLA PQDR Program Status.  Mr. Larry Clark, J-33, provided the same discussion topic that he gave on the first day of the conference.  This topic included the PQDR program process flow and program weaknesses, compliance with current policy and procedures, actions to be taken on PQDR investigations, and improvement recommendations.  Mr. Clark has concluded that there are some PQDR functions that still need to be performed:  the need to establish additional supervisory controls and metrics, establish additional training as it relates to the PQDR process, and better use of current technology.  Finally, Mr. Clark addressed additional actions that will enhance our PQDR efforts.  These actions include: establishment of ICP control points, PQDR process training for ICP personnel, the screening point to be a mandatory entry in the CDCS, and e-mail PQDR responses to screening points (see handout for more detail).

DLA PQDR Program Review.  Mr. Larry Clark, J-33, provided a briefing on the review of the Top Five Customer PQDR Originators and the review of Special Attention NSNs under the Critical Item Management Program.  The briefing consisted of the discussion of the Customer Bill of Rights, specifically Number 3, which is addressed in the Strategic Plan 2000.  There was a review of the questionnaire developed by Mr. Dennis Lieb, DSCC, and used to gather data on the Top Five Customer PQDR Originators; a discussion of the results followed. Also, an overview was provided of the results of the study on the Special Attention NSNs for Aircraft Launch and Recovery Equipment and Aircraft Engines.  The bottom line is that we have found areas that need major improvement and we are working to improve our support to our customers. 

DCMA Deficiency Reporting - What’s New.  Mr. John Childers, DCMA-OCT, began his presentation by addressing upcoming changes.  They included: changes to the DCMA One Book, the way PQDR data is collected, the way the PQDR process is managed, and the work in progress to improve customer service.  During Mr. Childers’ explanation of changes to the DCMA One Book, he addressed updating PQDR guidance and the integration of the PQDR process into supply quality.  Another area discussed was PQDR data collection, which includes DCMA’s use of the Navy PDREP system, and what will be gained by using it (see handouts for more detail).

CUSTOMERS’ PERSPECTIVE:

US Army Materiel Command (AMC) Deficiency Reporting Web Site.  Ms. Diann Carran and Mr. Ray Rivero, TACOM-ARDC, explained some of the improvements that are being made by the Army.  In addressing previous efforts, Ms. Carran identified the need for a more user-friendly updated DoD Deficiency Reporting System to complete the DoD effort for an Army deficiency reporting system, the need to develop an Army Electronic Product Support (AEPS) group website for reporting Army-generated PQDRs, and the purpose of AEPS expanding to an AMC PQDR database website.  Ms. Carran then explained the Army submission and data process, including customer submission of various reports using manual and electronic means, and stated that the Army Commodity Command Standard System database was inflexible.  She then described the Army deficiency report website.  It included automated submission of reports using the AEPS website for a single Army entry, the ability to identify the proper major subordinate command to automatically route reports and store data and generate reports, including trend and management analysis.  Mr. Rivero provided a demonstration of what AEPS is and its vision.  The demonstration shows that the system will be very user-friendly and will be an asset to the Army and others who decide to use it (see handouts for more detail).  

Navy.  There were two presentations provided by the Navy.  Mr. Stanley DeWitt, NAVSEA Logistics Center Detachment, gave the first presentation.  He provided the Navy perspective of DLA-managed items.  This also included PQDRs, PQDR high hit NSNs for the Navy and USMC, receipt inspection defect rates, receipt inspection by contract year and defect rate by DLA ICP.  There was a lot of discussion on detailed statistics.  Mr. DeWitt stressed several issues and observations/recommendations that included the need to continue to work on Navy and DLA supply issues.  The number of PQDRs for year 2000 seem to be improving, but there are still too many recurring PQDRs.  The most recent data continues to show cause for concern and the Navy will continue to monitor DLA as a supplier.  Mr. DeWitt concluded by stating that work still needs to be done on improving quality of system materiel.  DLA and Navy need to continue to work together on improving quality of data and data-sharing techniques.  He went on to say that the two should team in evaluating data and interpreting it correctly.  The Navy welcomes the opportunity to work with DLA on problem solving.

     Mr. Harry Baker, NAVICP Mechanicsburg, provided the second presentation.  His topic consisted of aging Category II PQDRs submitted on DLA ICP items.  The statistics showed that the DLA ICPs need to work more closely with the Navy on open PQDRs.  He also stated that the 

ICPs need to update the PQDR POC information, put POCs in the CDCS if possible, improve closing responses (closing responses are being submitted on other than a DLA Form 1227) include any cost savings information, and provide feedback on actual credit granted, if possible.

USAF - USAF Deficiency Reporting and Investigating System GO-21.  Mr. Rich Kemp, AFMC-ENPM, provided an explanation and demonstration on the USAF customer feedback process that included a general overview that covered what the GO-21 feedback process is intended to do, the closing of GO-21 records, providing an e-mail notification to PQDR originators, and notifying the originators when a record they submitted has been closed.  The next thing he discussed was the PQDR categories and ratings.  The categories consisted of status updates, disposition instruction, results of investigation, corrective actions, and timeliness.  He then discussed providing PQDR feedback.  This included input of feedback data, screens, e-mail and web feedback submissions.  Finally, Mr. Kemp discussed the reviewing of feedback.  This is an automated process that was demonstrated to the group.

USMC.  Mr. Don Du Bose, USMC Albany, did not have a formal presentation.  However, he addressed some concerns that he was having on PQDR closing actions and responses.  He stated that the closing responses are to be provided to the Marine Corps PQDR Screening Point and not directly to the Originating Point/originator.  This remark was also directed to the representatives present for the Army, Navy, and Air Force PQDR action points.  He went on to say that the Marines in the Operational Forces are not authorized to take action on closing responses until the response is provided to them by the Marine Corps Screening Point.  An example he gave was:  when corrective action requires modification of the equipment, the equipment is not authorized to be modified until a modification instruction or cover sheet to a Modification Work Order is written and approved.  The customers are not satisfied with some of the responses they have received from DLA; he would like to get some help in getting better support on both interim and final PQDR responses.  Mr. Du Bose continued by stating that the customer is interested in only one thing:  getting their equipment up and running as soon as possible.  After referencing the DLA 24 hour replacement parts policy, he was informed that the policy has been changed to now read:  “When the part can’t be provided within 24 hours, the customer will be given credit.”  Mr. Du Bose stated that if DLA has parts in its inventory and it takes more than 24 hours, the Marine Corps would still like to have the part in lieu of credit.  If credit is authorized, the originating unit normally does not receive the credit, and if another requisition had to be dropped and the part is on back order, the requisition would go to the bottom of the stack.  The customer wants timely responses to PQDRs in addition to having all required actions taken.  He stated that many of the PQDR responses received in calendar year 1999 from DLA Supply Centers were already past due when received.  He stated that of the responses received from DSCR, 39% were past due upon receipt; DSCP was 63 %, and DSCC was 27%.  He went on to say, in closing, that it is very difficult to manage the Marine Corps PQDR program when the customer is not getting timely responses. 

Safety Alert Latent Defect Program (SALD).  Mr. Tyrone Nock, DRMS-DD, provided this discussion topic that focused on preventing non-conforming property from entering the supply system.  He began by explaining a flow chart of the SALD program.  SALD alerts may be generated by way of e-mail, GIDEPs or PQDRs.  It is then sent to the program manager where the alert is processed and the field is notified to freeze the item when there is a need.  The field 

activities will make positive identification of the item, put the proper documentation with it, freeze stock and dispose as required.  Mr. Nock then explained the SALD defect codes.  There was a short discussion on disposal of property and who pays for it.  Mr. Nock stated that he will look into it with our folks at the headquarters. 

NASA.  Ms. Susan Shockcor, NASA LARC, made comments with respect to the quality of items being purchased from DLA.  The defect rate is still high in spite of DLA’s effort to provide NASA the right items of the highest quality and direct vendor delivered items.  Mr.Ridgway stated that DLA puts its customers first; there is no customer too large or small.  All of our customers are very significant and important to us.  Everyone that DLA provides products and services to is of equal importance and we welcome their business.  He added that he would like to set up a meeting between NASA LARC and DLA representatives, preferably within the next 30 days to address all issues concerned. 

DDC.  Mr. J. V. Gray, DDC-TO, provided information with regard to the depots.  He clarified some of the problems that we are having with PQDR exhibits and what is needed to resolve the problems.  He is also going to provide the packaging documents to this office.  Mr. Gray is also working with the depots to prevent defective materiel from being issued as good stock or entering the maintenance lines.

CONCLUSION/RECOMMENDATIONS:  Recommend that more PQDR processing training be made available to all screening points and others that are involved with PQDRs.  Provide the customers with complete PQDR responses in a timely manner.  Continue work on improving the quality of customer products and services.  Participants, plan ahead for things you want to have discussed at the next Quality Day Conference and send the topics to Mr. Ken Gibson via e-mail by September 15, 2000.  The next Quality Day Conference will be scheduled for November 2000 on a date to be determined.  Let the customers provide their topics first during the future quality days.  Everyone traveling from out of town should make sure their flight arrangements will allow for attending the entire conference.

J33 (LES)     (Gibson msword  “C” /June2000
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