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ACTION OFFICER ACTIONS

The procedures noted herein are guidelines; however, due to the variety of situations likely to be encountered during resolution actions, customer satisfaction may dictate some variation from usual procedures.  This SOP should in no way be construed as being restrictive to development of innovative approaches to resolution actions, actions to enhance customer satisfaction, or actions to provide additional support to CAS/technical activities or originators as needed to accomplish customer satisfaction objectives.

1.  DETERMINATION OF REPORT TYPE

    a.  The report is a Product Quality Deficiency Report (PQDR) if it:  


   (1)  Reports items that do not meet the dimensions, material, hardness, finish or performance standards of a specification, thereby preventing the item from fulfilling its intended purpose.


   (2)  Gives notice of low quality workmanship.

    b.  The report is an Equipment Improvement Report (EIR) (per AMCR750-3) if one or more of the following apply:


   (1)  Provides ideas to improve equipment design.


   (2)  Suggests ways to make maintenance on equipment easier or better.


   (3)  Explains a dangerous situation caused by missing or bad information.


   (4)  Reports ideas to support improvements to equipment designs, operation, maintenance or overhaul.


   (5)  Exposes repeated problems that keep the user from using or maintaining equipment.


   (6)  Reports an item that does not work right or last as long as it should due to bad design or materials.


   (7)  Verifies problems that the equipment manager has asked to be reported.

c.  The report is a Supply Discrepancy Report (SDR) (per AR 702-7) if one or more of the following apply:


   (1)  Reports packaging, preservation, packing or marking discrepancies (per AR 735-11-2).


   (2)  Reports shipping discrepancies, i.e., overages, shortages, wrong item shipped, or expired shelf life.

    d.  The report is a Warranty Claim Action (WCA) if the following apply:


   (1)   Product Quality Deficiency Report, “Item Under Warranty” is checked "Yes" (Note: Verify accuracy per Contract or Acquisition Post-Award Management Reporting System (APMRS).


   (2)  PQDR received via Army Electronic Product Support (AEPS), message, email or phone indicates that the item being reported is under warranty.

    e.  The report is an Initial Failure (IF) PQDR (per MSG AMCLS-MS/ME 27 Mar 92, SUBJECT:  Interim Claims Procedures, Initial Failure of Depot Level Reparable, Eff 1 Apr 92, and paragraph 11-6 of DA PAM 738-750, The Army Maintenance Management System (TAMMS)) if it:


   (1)  Is depot level repairable material (class II or class IX secondary item) with a Maintenance Repair (MR) code of D or L in the Army Master Data File (AMDF), or:


   (2)  Is field repairable with an Automatic Return Item (ARI) code of C, E, R, or S in the Army Master Data File (AMDF), and:


   (3)  Defines a defect discovered during initial test or initial use, and 


   (4)  Defect was not caused by accident, misuse, unauthorized repair, improper operations, or alteration, and 


   (5)  Is validated by the Logistic Assistance Representative (LAR) prior to submission as an IF.  

              (6) Initial Failure procedures apply only to PQDRs on Army managed materiel.  Any Initial Failure statements on PQDRs issued on DLA managed material should be ignored.  The originator is notified that Initial Failure procedures do not apply IAW the CFC Desk Procedure, paragraph 7.c.

2.  INITIAL EVALUATION

    a.  Upon receipt of a deficiency report, the Action Officer must go to the EDRS site https://aeps2.ria.army.mil/services/supply/amcqdr/edrs.cfm to review the report.  It is recommended that prior to doing any thing else, the Action Officer highlight in Block A4 code A1 and update.  The Action Officer should then return to the PQDR and verify the validity/accuracy of information supplied and determine if:

    ‑  the report is actually an EIR, WCA or SDR

    ‑  the defective item is managed by DLA

    ‑  there is inadequate information on the form

    ‑  the Category classification is incorrect

    ‑  an investigation was already conducted/or in progress

    ‑  the item was damaged by user

    ‑  Exhibit is available

    ‑  after review of contract info, material is determined to be warranted

    ‑  improper storage by user caused the problem

    ‑  Items fail due to normal wear & tear or after expected life

    ‑  Report is marked "For Information Only"

    ‑  after review, report is determined to be "For Information Only"

    b.  If any of these situations apply, the following guidance is provided:

        (1) CONVERT PQDR TO EIR, WCA or SDR:


EIRs/SDRs:             


(a)  Gather background information from the originator, the Defense Contract Management Agency (DCMA), contractor, etc. to support the conversion decision.

             (b)  Contact, by phone, the appropriate TACOM RI EIR/SDR action officer and supply sufficient information from the PQDR file for an adequate assessment.  Inform the TACOM RI EIR/SDR action officer of the intent to convert the report.  (NOTE:  If agreement cannot be reached between the action offices as to how the report should be handled, the Action Officer shall elevate the issue to the next higher management level until resolved).

             (c)   In the remarks block, document the FONECON with the new TACOM RI action office, including the date, name, office symbol and phone number, and a summary of the initial investigation information provided.

             (d)  Update remarks blocks (A6 & A7) with justification to convert PQDR to EIR/SDR. Must include at a minimum new action point, email address and phone number.  Scroll down the EDRS screen from Action Officer Entries to the Electronic Deficiency Report section and change classification of the PQDR to EIR or SDR, as applicable.


WCAs:


   
Update blocks (A6&A7) with a remark why PQDR was converted to a WCA.  Scroll down the EDRS screen from Action Officer Entries to the Electronic Deficiency Report section and change classification of the PQDR to WCA.

        (2)  ITEM MANAGED BY OTHER AGENCY OR SERVICE (ie. Air Force, Navy, Marines):  CFC will forward the PQDR to other services IAW the CFC Desk Procedure.

        (3)  MISSING/INADEQUATE INFORMATION ON FORM:  The Action Officer will contact the PQDR originator, or research other applicable sources, to obtain information necessary for the PQDR investigation.  The Action Officer will update the EDRS database with the information by annotating the applicable blocks with the results.


        (4)  INCORRECT CATEGORY CLASSIFICATION:  

Upgrade/Downgrade as appropriate. (ref 702-7)

             (a)  The originator will be provided justification/explanation for a change in the PQDR category (for PQDRs generated across component lines (i.e., Marine Corp, Navy, Air Force), authorization must be obtained from their screening point to change category).


 (b)  After obtaining concurrence from the originator, provide notification of category change to CFC.  The CFC will correct the category in EDRS.

        (5)  REPORTED DEFICIENCY CAUSED BY USER:  Treat PQDR as invalid ‑ close out.

        (6)  NO EXHIBIT AVAILABLE:  Check available stock for like deficiencies and/or check with originator to see if any additional data is available to confirm the defect.  If deficiency cannot be confirmed, close out.

        (7)  AFTER CONTRACT REVIEW, MATERIAL IS DETERMINED TO BE WARRANTED:  Notify the CFC for correction of database and process IAW "Warranted Material" 

        (8)  IMPROPER STORAGE BY USER CAUSED THE PROBLEM:  Treat the PQDR as invalid and close out. 

        (9)  ITEM FAILS ‑ NORMAL WEAR & TEAR OR AFTER EXPECTED LIFE:  Treat PQDR as invalid and close out.

        (10)  REPORT IS MARKED "FOR INFORMATION ONLY":  

              Action officer will verify that the report does not warrant a complete investigation.  The action officer will complete the PQDR IAW the procedures of this instruction, as applicable to the situation.

        (11)  RECEIVED AS ACTION REPORT, BUT SUBSEQUENTLY DETERMINED TO BE "FOR INFORMATION ONLY"

              (a) Provide justification for decision in the narrative portion (Rationale may include PQDRs reporting less than $750 total defective material, or PQDRs citing a contract that has been closed over five years, if a negative trend does not exist.)

              (b)  Provide closing response to the originator detailing reason for the actions taken.

3.  INVESTIGATIVE ACTIONS:  Initiate Investigative Actions as appropriate, to include:

    a.  ANALYSIS OF QUALITY HISTORY in order to identify possible systemic problems.

    b.  NOTIFY THE ITEM MANAGER, IPT Team Leader, and PM, if assigned, whenever action is taken that affects the supply status (including condition code change).

    c.  ALERT, AS APPROPRIATE, activities and/or storage locations of suspect material.  Suspend, screen and/or inspect material if determined essential.

    d.  DLA QDRS – DLA is the support point for PQDRs on DLA managed items used on AMC end items.  Action Officers shall forward PQDRs to DLA by going to the block S15 and look to see who is identified as the manager of the material.  Below block S15 is the statement   "Should a copy of this report be forwarded to DSC(DLA) or another DoD Activity for investigation? " with a pair of radio buttons next to it.  By clicking on the radio button that says "yes", the PQDR will be automatically forwarded to the appropriate DLA Supply Center.  You can provide instructions to the DLA Supply Center by entering your instructions/comments in the remarks block that is located in that area.  When you have completed these actions, go to the end of the page and click the "Update" button.  Include in your request for investigation a request to furnish the Action Officer with the DLA closing response.  Upon receipt, the Action Officer will use the DLA response to issue an AMSTA-AR-QAW closing response to the originator.  

(Note AR 702-7, Enclosure 2, paragraph I.F.4 allows originators to forward PQDRs directly to other components ((defined as Services)) when there is an agreement between the “two Component headquarters”.  There is no such agreement between AMC and DLA.)

    e.  WARRANTY MATERIAL  ‑ For warranted material, the following actions are to be taken, unless otherwise stated in the contract:

        (1)  Forward a memorandum to procurement with a copy of the WCA.  The memorandum shall:

             (a)  Define what actions are needed, depending on the content of the contract clause, (i.e., failure analysis, corrective action, disposition instructions etc.).

             (b)  Contractor is to provide shipping instructions to include funding methods.

             (c)  Contractor must conduct a failure analysis and provide his corrective actions.

             (d)  All contractor repair procedures must be approved by TACOM.

        (2)  Forward copy of the WCA to the DCMA PQDR monitor and copy furnish the QAR.

        (3)  After the repair actions have been approved provide disposition instructions for returning to the user.

        (4)  The WCA will be tracked until all material has been returned to the government.

  f.  REQUEST FOR SUPPORT ‑ When it is determined that investigative support is required, the action officer can forward the PQDR directly to a Defense Supply Center (DSC) from the PQDR.  At the section titled "Screening Point Actions" there is a question "Should a copy of this report be forwarded to DSC(DLA) or another DoD Activity for investigation?"  followed by a pair of buttons marked Yes and No and a remarks block.  Select Yes and enter the appropriate remarks in the block and complete the action by clicking on the UPDATE button at the bottom of the page.  A copy of the PQDR can also be sent to a support point such as a DCMA office by entering the email address of the recipient in the block at the top of the PQDR page and entering any comments in the remarks block below the address block.  Should the support point or another recipient not have an email address, the action officer can generate a memorandum requesting support to be data faxed or snail mailed to the support point, along with a copy of the PQDR.

      (1)  Correspondence to request support shall include (but need not be limited to) the following:

             (a)  The PQDR

             (b)  Supporting documents such as photographs, test reports, etc.

             (c)  The Document Management Number (DMN) and Report Control Number (RCN).

             (d)  A brief description of the defect if the information on the report requires                      
       clarification.

             (e)  Instructions regarding contractor exhibit request similar to: “If the contractor requires exhibits for investigation, such requests should be made to (Fill in Office Code) and include a statement concerning the contractor's position as to acceptance of financial responsibility for shipment and inspection of the exhibit."

             (f)  A statement that additional reports may be forthcoming as a result of supply activity                       screening (as appropriate).


 (g)  A statement requesting the support point:

                    - conduct an investigation and provide a report on the root cause of the reported deficiency
                    - report on the contractor's position as to liability for the deficiency and any proposed corrective and preventive actions
      (2)  The use of email is encouraged.

      (3)  Requests for support on CAT 1 PQDRs will be forwarded to the support point(s) by datafax, emailed or other electronic means within 24 hours.

             (a) Receipt of a CAT I PQDR requires submittal of a Significant Activity Report (SAR) in accordance with published SAR guidance.

             (b)  A plan of investigation (POI) is required; see attached desk procedure and POI form.

      (4)  Support may also be requested from Depots, Arsenals testing activities or other storage locations for verification/screening of material in stock.  If screening action is appropriate, a memorandum is to be forwarded which include information as cited in Paragraph 1 above, as appropriate, as well as the following:

             (a)  Technical information required for accomplishment of the required screening/inspection.

             (b)  Information relative to funding for performance of the screening/inspection, if applicable.

                  (1)  Support from depots may not require additional funding, however if the sampling/screening effort will require substantial time or extensive effort (i.e., substantial cleaning, preservation, repackaging, crating, etc.) additional funding may need to be obtained.  If  Project, OMA, or AWCF funding for inspections may be available, the ACTION OFFICER must first provide the depot a scope of work and request a cost estimate.  If funding appears to be inadequate, Action Officer should consider requesting AWCF funding from the IPT.  When the cost estimate is received, if funding is available, and the Action Officer determines the inspection is cost effective, the office that provided the cost estimate should be provided the fund cite and requested to schedule the inspection IAW the scope of work, including any instructions relative to reporting of results.  NOTE: Work performed by Army Depots must be coordinated with the cognizant MSC.

                  (2)  Support from Rock Island Arsenal (RIA) for AWCF funded items only - A service order, supported by AWCF bulk funding from TACOM-RI, has been issued to RIA for miscellaneous tests and inspections on material returned from depots/contractors or to inspect material in storage at RIA to determine the true condition.  SMARI-APA will be provided a scope of work describing the test or inspection functions desired, and requested to return a cost estimate to the Action Officer.  Upon receipt of the cost estimate, if the Action Officer determines the inspection to be cost effective, the Action Officer requests SMARI-APA schedule the inspection IAW the scope of work, including any instructions relative to reporting of results, and charge the cost to the bulk funding.  The Action Officer will provide a copy of all funding documentation to the AMSTA-AR-QAW-C funding POC.      
        (5)  Design/specification agencies may be requested to provide support as to the design intent or interface requirements if this may be an issue in evaluating a deficiency report.

        (6) The appropriate legal office, TACOM-ARDEC or TACOM-RI, should be requested to provide support whenever assistance is required in securing fulfillment of contractual coverage by a producer, or when fraud, latent defects, or gross mistakes is suspected.  If the contract is open, this request should go through the cognizant contract specialist.  If the contract is closed, prior to seeking legal assistance, the Commodity Business Unit (CBU) and/or PM must be apprised of potential impact on supply (as stated in 3.b above).

        (7)  Follow up with all support points verbally, or in writing when needed, in order to provide interim or final replies to deficiency report originators in a timely manner.

        (8)  Initiate intensive management procedures when support points are not responsive, including increased follow‑up, and elevation to higher level management if necessary.

        (9)  All actions taken, Fonecons, and written correspondence with support points must be documented.  The Action Officers will maintain this documentation of actions for each PQDR being investigated in the "Action Officers Actions Entries" section, using an appropriate code from block A4, Action Process Code.  The narrative for the action is entered in A6, Remarks, and, if the date is different from the day's current date, the Action Officer will enter the actual date in block A5, Action Code Date.  Otherwise the current date is set to be the default for any entry.  To change or delete an Action Process Code entry, click on the action code listed in the area identified as the "Summary of previous actions taken" and you will be taken to another screen titled "Action Code Information".  From this screen make the necessary corrections/additions and click the bar "Update Action Code Information".  If the Action Officer determines that a previous entry is in error and needs to be deleted, click on the radio buttons above the remarks section titled "Remove this code from investigation" and click the "Update Action Code Information" bar.

    g.  MOVEMENT OF EXHIBITS  ‑ Upon receipt of interim support point response indicating that the contractor requests an exhibit for evaluation purposes, send to * AMSTA-LC-CIAL, TACOM-RI, a statement requesting IMMC material release (MRO) action (ie. “Forwarded for your action”) along with a copy of the PQDR and a copy of the contractor’s correspondence and DCMA response to initial investigative request in which the contractor indicates desire to examine the reported defective item or exhibit.  This correspondence must address who is responsible for shipping and handling costs related to the exhibit.  The above does not apply to PM assets, which are shipped as mandated by the customer (i.e. PM).  

* NOTE – current AMSTA-LC-CIAL POC information maintained at Rock Island in the document “Code L/QDR POCs” on the “QAW_INFO” Bulletin Board file, found by clicking on “Public Folders”, “All Public Folders”, and “TACOM-RI”.

        (1)  When the contractor requests the exhibit but will not accept responsibility for transportation costs, if deemed cost effective to the Government, the Action Officer may request AMSTA-LC-CIAL, TACOM-RI fund the shipment.             

       (2)  If the defective item is GFM delivered on a TACOM-RI contract for assembly into a major end item or GFE used to support a TACOM-RI contract, contact the TACOM-RI item manager for disposition instructions.

      (3) For Dover site contracts: If the defective material is GFM delivered on a Dover site contract and the contractor requests exhibits for investigations and the item is managed by ARDEC or a Product Manager and the contractor will not accept responsibility for transportation of exhibits, arrangements for transportation must be coordinated with the ARDEC engineer or PM project manager responsible for the item and the PCO.

4.  An interim response is provided to the originator if the Action Officer anticipates exceeding the prescribed timeframes (Ref AR 702-7, Fig. 5) for the investigation process. For PQDRs without exhibits the time frame is 31 days for CAT I and 66 days for CAT II. For PQDRs with exhibits the time frame is 49 days for CAT I and 92 days for CAT II.

5.  EVALUATION OF INVESTIGATION RESULTS 

    a.  EVALUATE SUPPORT POINT RESPONSE.  If response is not adequate, take action to resolve the matter.

    b.  DETERMINE RESPONSIBILITY AND RECOMMENDED CORRECTIVE ACTION. 

        (1)  Contractor induced defect, i.e., failure to adhere to drawing or specification requirements, use of incorrect material, poor workmanship, etc.  When there is no product

warranty involved, attempt to get voluntary restitution (repair, replacement or reimbursement) for the defective material. Actions must also be taken to correct the source of the problem

to preclude recurrence of the defect.  

NOTE:  IN MOST CASES INCREASED INSPECTION DOES NOT CONSTITUTE

EFFECTIVE CORRECTIVE ACTION.  If the contractor does not accept responsibility for the defect, and in the Action Officer's opinion the contractor is in fact at fault, the Action Officer may provide the appropriate Office of Counsel with information regarding the report, requesting advice and/or assistance in the resolution of significant cases.

        (2)  Design error, i.e., technical data deficiency that prevents the item from fulfilling its intended purpose.  In most cases where a design problem is encountered, consideration

should be given to converting the report to an EIR.  Provide information to the appropriate engineering element and request initiation of a product improvement (Product Improvement Program (PIP), Engineering Change Proposal (ECP), etc.).  Implementation of the design change is not necessary prior to closure of the deficiency report.

        (3)  Procurement error, i.e., incorrect requirements were specified in the contract.  When the problem is a result of an erroneous contract requirement, notify the appropriate contracting officer to assure that all contracts for that item are reviewed for like deficiencies in order to preclude recurrence of the Government induced defect.

         (4)  Maintenance, i.e., incorrect procedures were used during maintenance.  This may be user‑level scheduled or unscheduled, depot‑level overhaul or rebuild, etc.  It may be the result of errors in technical manuals, scopes of work, depot maintenance work requirements, or personnel performing the maintenance.  This type of PQDR should also be given consideration for conversion to an EIR.  Request initiation of a TM or DMWR change if the problem was found to be a faulty procedure.  Additionally, a copy of the request for corrective action and the PQDR shall be sent to the QA element of the repair/overhaul activity with a request for verification of their corrective action.

         (5)  Invalid, i.e., user error, mishandling/abuse, or fair wear and tear.

    c.  STOCKPILE ACTIONS:

Determine need to segregate, inspect, screen, suspend stock.  If necessary, make contact with storage depots, prime contractors (through appropriate channels), item manager, etc., and initiate actions to assure that defective material is purged from the supply system.

    d.  IF MATERIAL IS REPAIRED/OVERHAULED:

Provide the appropriate item manager, maintenance engineer, and other interested team members with a copy of all deficiency reports that pertain to or may have an impact on depot repair/overhaul programs.

    e.  CREDIT AUTHORIZATION FOR B14 MANAGED MATERIAL:

    (1)  If PQDR investigation indicates the reported item was defective when issued from B14 stock, the ACTION OFFICER shall recommend to AMSTA-LC-CIAL, TACOM-RI that credit be authorized.   

NOTE FOR AMSTA-AR-QAW-C ACTION OFFICER INFORMATION ONLY: AMSTA-LC-CIAL, TACOM-RI, determines if the unit submitted a valid requisition number.  If so, AMSTA-LC-CIAL contacts the cognizant item manager, who has the authority to authorize credit.  If the item manager determines credit is appropriate, AMSTA-LC-CIAL requests the Defense Finance Accounting Service (DFAS) provide credit.  If the PQDR exhibit was returned to B14 stock during the investigation, credit may have been issued when the exhibit was picked up to record in B14 stock.  Credit may be issued without being picked up in B14 stock if it was determined cost effective to destroy the material on site.  In those cases, the originator (or LAR) must provide a Certificate of Destruction to AMSTA-LC-CIAL, which must identify the PQDR, the NSN, the quantity, serial number (if applicable), a statement that the material was scrapped (special demil requirements may also apply), and a signature of a Government representative.

            (2) INITIAL FAILURE PQDRs.  PQDRs validated by the LAR to be Initial Failures are forwarded to AMSTA-LC-CIAL, TACOM-RI upon receipt by the Customer Feedback Center.  AMSTA-AC-CIAL will issue instructions ASAP to the PQDR originator to return the defective item(s) to a depot in condition code L.  Upon confirmation of receipt at the depot, AMSTA-AC-CIAL will request DFAS provide 100% credit and notify the Action Officer the item(s) has arrived at the depot.  The Action Officer will then determine further disposition of the item(s).  (Ref: AMC PQDR Quality Initial Failure Procedures at MSCs, 15 Oct 97).  NOTE: Anytime an Action Officer wishes to expedite credit on a PQDR that is NOT an Initial Failure PQDR, the Action Officer may expedite credit by requesting AMSTA-LC-CIAL return the material to B14 and provide credit (AMSTA-LC-CIAL responds exactly as if the PQDR WAS an Initial Failure).

             (3)  UNAUTHORIZED REPAIR.  If a deficiency report originator ships, repairs, reworks, or disposes of an item prior to the deficiency report investigation, credit cannot be issued since the action was taken without higher headquarters authorization.  The repairing unit must absorb all costs associated with the repair of the defective item.

              (4)  NOT QUALITY DEFECT.  If the originator reports a defect that is not a quality defect, credit will not be granted.  If the government requires repair and the defect was caused by the originator, the NICP may bill the originator for the cost of the repair.

    f.  CLOSING CRITERIA:

        A deficiency report may be closed when:

            (1)  The contractor has accepted liability for the defect and has agreed to repair, replace or reimburse the government for the defective material and, if applicable a schedule is established to provide corrected material, or 

            (2)  The contractor refuses to accept responsibility for defective material and the legal office renders the opinion that further action/recourse to the contractor should not be pursued.  In this case, the action officer must contact the cognizant item manager to obtain disposition instructions for material in the contractor's possession as well as deficient depot stock.

            (3)  A determination, based on investigation results, is made as to disposition of all defective material reported.








  

            (4)  A design change requirement has been identified.

            (5)  Actions have been taken to preclude recurrence of the defect.

            (6)  The originator has been advised on actions to be taken to receive credit, where applicable.

            (7)  Final disposition instructions have been provided and all exhibit material has been returned to Army stock or the originator.  (NOTE:  When exhibits are still at the contractor's facility for repair, rework, return or demil, the PQDR will be closed with a requirement for follow‑up actions until all material has been posted to record (maintain contact with AMSTA-LC-CIAL for this info).

            (8)  When a PQDR resolution has been interrupted because of criminal investigation or legal actions, the PQDR may be closed.

6.  CLOSING ACTIONS

    Actions Required for All PQDR Close‑Outs:

    a.  Input close out actions in EDRS (Block A8), providing, as a minimum:

        (1)  A grammatically correct statement summarizing the description of the deficiency, 

        (2)  Summary of the investigation findings, including root cause of the problem, status of depot screening, corrective/preventive actions taken by the Government or contractor on stockpile, current, and future production, 

        (3)  Disposition, credit and/or replacement of the defective items.  If credit is to be requested for material reported on the deficiency report at the time of close‑out (i.e., material was never returned to a contractor for investigation, or no previous credit actions are taken), AMSTA-LC-CIAL, TACOM-RI will be copy furnished ((see 6.a (4) below)) so credit actions can be initiated. Block A16, Credit Information, in EDRS is a recording only of credit actions.  No action is initiated by completion of block A16.   

        (4)  Distribution to all copy furnish addressees, including all affected Integrated Product Team (IPT) members must be done by the Action Officer following closure of the PQDR, as this is not a function performed by EDRS.  If AMSTA-LC-CIAL, TACOM-RI, was requested to issue an MRO during the investigation, AMSTA-LC-CIAL shall be copy furnished, so AMSTA-LC-CIAL is informed the investigation is finished, and the return of the material and subsequent adjustment to B14 inventory records can be coordinated.  This is also necessary even if exhibits were never actually shipped.  

    b.  The close‑out response to the originator will be signed at the branch level.  For PQDRs within EDRS, the Action Officer submits the closing action to the Group Leader for signature by entering “AC” in block A4.  Upon signature, closeout responses to PQDRs received via AEPS are distributed directly to the originator and to the CFC for updating of EDRS IAW the CFC Work Instruction, paragraph 7.d.i.   If originators do not have an email address, the EDRS will forward the closing action to the CFC for distribution IAW the CFC Work Instruction, paragraph 7.d.ii.

    c.  A SAR is to be submitted upon closure of a CAT I QDR in accordance with published SAR guidance.

7.   INTENSIVE MANAGEMENT:

     Action Officers shall intensively manage all PQDRs over 130 days old.

APPENDIX A

ACRONYMS

                        AEPS

Army Electronic Product Support



AMDF

Army Master Data File



B14

AMDF Source of Supply Code for TACOM-RI Materiel 

                        CAO

Contract Administration Office



CAS

Contract Administration Services



CCSS

Commodity Command Standard System



CFC

Customer Feedback Center



DCMA
Defense Contract Management Agency 



DLA

Defense Logistics Agency



DMN

Document Management Number



DMWR
Depot Maintenance Work Requirement



EDRS

Electronic Deficiency Reporting System



ECP

Engineering Change Proposal



EIR

Equipment Improvement Recommendation



GFE

Government Furnished Equipment



GFM

Government Furnished Material



IF

Initial Failure

       

IMMC

Integrated Material Management Center

                        IPT

Integrated Product Team


            ISA

Installation Supply Account



LAR

Logistics Assistance Representative

                        MAC

Munitions and Armaments Command



MATCAT
Material Category



MIF

Malfunction Investigation File



MR

Maintenance Repair



MRO

Material Release Order



MSC

Major Subordinate Command



PA,A

Procurement Appropriation, Army



PIP

Product Improvement Program



POI

Plan of Investigation



QAR

Quality Assurance Representative



QAT

Quality Assurance Team



QDR

Quality Deficiency Report



RIA

Rock Island Arsenal



SDR

Supply Discrepancy Report 



SSA

Supply Support Activity



TM

Technical Manual

WCA

Warranty Claim Action
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PLAN OF INVESTIGATION DESK PROCEDURE

1.  A plan of investigation (POI) is required when a CAT 1 Product Quality Deficiency Report is received.  All efforts to downgrade to a CAT II are encouraged.
2.  Enclosed is the format for a POI. The information listed is the minimum required.  This information is to be updated weekly with status reports. Distribution list is provided in paragraph 4 below. The newly revised/added information on each weekly update must be highlighted in bold face to allow management to quickly review the new information. 

A. Fill in all blanks as necessary – Self-explanatory


B. Background and History

                 1. Background- Description of the defect/ Describe how the item works/interfaces with the end item. How you were informed of the problem, i.e. phonecon with item manager, LAR etc.  Add any other relevant/unique information.


      2.History - Are there any previous QDR’s for this defect? What were the contract requirements, i.e. SPC, FAT, ISO 9000.  Design enhancements since this procurement.  Related problems.


C.  Plan of Action- This space should list by action the detailed results of the coordination with the IPT. The plan of Investigation is a living document.  Action items could trigger additional action and these should be added as they occur.

                  1. Date of Meeting

                  2. List Members of IPT and Office Symbols

                       a. Configuration Manager and Phone Number


      3. Safety Risk Statement

                  4. List Probable Causes

                  5. List Actions and appropriate information

            Areas to consider are the need to suspend stock, issuance of Safety of Use messages, the need for inspection of the material by an independent source, if TDY to site or contractor is necessary and for what purpose. The design of the item under investigation must be verified. (The design verification can be stated as deferred/not planned but must be addressed. If the design verification is deferred/not planned a statement as to why is required.) 
          All action items must have a POC and a suspense date for completion listed.

           Include probable causes of defect (i.e. design, user negligence, insufficient training, dimensional nonconformances, specification deficiency, etc).  A statement as to how the probable causes were derived.

D. Corrective Actions/ Conclusions

            
1.  Corrective Actions - Must address any actions taken  as a result of the investigation (i.e. TM Change, design change, legal action, etc.).

           

2.  Conclusion - An explanation as to how the conclusions were arrived at (i.e. dimensional inspections verified defect, design review found defect in TDP, impact of decision, deadlining of equipment causing unit to become nonmission capable etc.)


 
3. Recommendations:  (i.e.Change method of procurement, increase surveillance, conduct pre and or postaward)

3. The POI is to be sent to the group chief for review prior to distribution.

4. Mandatory distribution of the initial POI and each weekly update:

      Quality Engineer

      Item Manager (where applicable) 

           Commodity Business Unit Chief 

           *Group Chief


      *Deputy Team Chief  

      *Team Chief


           *Director of Quality Engineering Directorate 

           *QED Safety Group    

      *TACOM-RI Safety Office **   

           *FSAC, CCAC, or WECAC Management

           * current email addresses are maintained at Rock Island in the document “Plan of Investigation” on the “QAW_INFO” Bulletin Board file, found by clicking on “Public Folders”, “All Public Folders”, and “TACOM-RI”

           ** The TACOM-RI Safety Office need not be sent Plans of Investigation issued under Dover site managed PQDRs.
Date:

Updated:

Plan of Investigation (POI)

A.  Category 1 Product Quality Deficiency Report (PQDR), dated:

PNUMBER:

Report Control Number (RCN):

Nomenclature:

End Item:

Date PQDR received:

Date of Initial Response to Originator:

Date PQDR sent to DCMA:

Originator’s Name:

LAR’s Name:

B.  BACKGROUND AND HISTORY

      1.  Background:

      2.  History of item:

C.  PLAN OF ACTION

      1.  IPT meeting date:

      2.  Names and office symbols of IPT members:

      3.  Probable Causes:

      4.  Safety Risk:

      5.  List actions (Design verification must be an action):


ACTION:



POC:



SUSPENSE:



STATUS:



RESULTS:


ACTION:



POC:



SUSPENSE:



STATUS:



RESULTS:

D.  CONCLUSIONS/CORRECTIVE ACTIONS

      1.  Conclusion:

      2.  Corrective Action:


Suspense date:

E.  RECOMMENDATIONS

F.  POC FOR THIS POI IS __________________________, AMSTA-AR-QAW, DSN XXX-XXXX OR EMAIL XXXXXXX@XXXXXX.ARMY.MIL.

PROCESSING TIMES (DAYS)

FOR SF 368, PQDR EXHIBIT REQUEST (ER), AND DLA FORM 1227, INVESTIGATION REPORT (IR)

CATEGORIES I AND II PQDRS W/O EXHIBIT 

	STEP
	1
	2
	3
	4
	5
	6
	7
	TOTAL DAYS (MAXIMUM)

	POINT
	ORIG
	SCREEN
	ACT
	SUP
	ACT
	SCREEN
	ORIG
	

	PROCESS
	SF 368

PQDR
	SF 368

PQDR
	SF 368

PQDR
	DLA 1227

IR
	DLA 1227

IR
	DLA 1227

IR
	DLA 1227

IR
	

	TIME

CAT I
	1
	1
	1
	20
	5
	3
	0
	          31

	TIME

CAT II
	3
	10
	10
	30
	10
	3
	0
	          66


CATEGORY I AND II PQDRS WITH EXHIBITS

	STEP
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	TOTAL DAYS

 (MAXIMUM)

	POINT
	ORIG
	SCREEN
	ACT
	SUP
	ACT
	SCREEN
	ORIG
	SUP
	ACT
	SCREEN
	ORIG
	

	PROCESS
	SF 368

PQDR
	SF 368

PQDR
	SF 368

PQDR
	ER
	ER
	ER
	ER
	DLA 1227

IR
	DLA 1227

IR
	DLA 1227

IR
	DLA 1227

IR
	

	TIME

CAT I
	1
	1
	1
	7
	5
	3
	3
	*20
	5
	3
	0
	49

	TIME 

CAT II
	3
	10
	10
	7
	10
	3
	6
	*30
	10
	3
	0
	92


NOTE:  Days to process do not include any message, mail or shipping items.

*  Represents days after receipt of exhibit.
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