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Processing of Deficiency Reports

by Customer Feedback Center (CFC) Screening Point

Deficiency reports may be received in various forms, including telephonic, SF368 Product Quality Deficiency Report, Electronic Mail, Datafax.  However, the preferred method is in the Electronic Deficiency Reporting System (EDRS) via the Army Electronic Product Support website: https://aeps.ria.army.mil/default.html  

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 Desk Procedure 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

    The CFC will coordinate with Action Officers to determine report type.

2.  INITIAL DATABASE ENTRY

    a. When the deficiency report is determined to be a PQDR, WCA, or IF, a DMN will be assigned, and data will be entered into the EDRS database as required by ADSM 18‑LCE‑JCA‑ZZZ‑UM‑01 and established Work Instructions.  No DMN will be assigned to SDRs, EIRs, or MIFs.

    b. PQDRs received via AEPS are automatically in EDRS.  PQDRs received via other means will be entered in EDRS by the CFC.
3.  ACKNOWLEDGE RECEIPT OF REPORT

    a. AEPS automatically acknowledges receipt of all PQDRs if the originator has an email address once the Document Management Number (DMN) is assigned by the CFC.  If the originator does not have an email address, the CFC will forward an acknowledgment of receipt to the originator within 24 hours for a Category I or 3 working days for an Category II by the most efficient means (Ref AR 702‑7, Fig 1).

4.  PREPARE DEFICIENCY REPORT 

    a. The CFC assigns the Document Management Number (DMN) consisting of: the 1st position being a “P” for PQDRs or a “W” for WCAs , the 2nd being a “1” for PQDRs or a “A” for WCAs, the 3rd position indicates the year (ie., 1998 would be an 8), the 4th position is an M, the next 5 positions go in numeric sequence, starting with 00001.

    b.  If the cognizant Action Officer is in AMSTA-AR-QAW-Q, the PQDR, including the assigned DMN, is forwarded to AMSTA-AR–QAW-Q via AEPS/EDRS.  AMSTA-AR-QAW-Q assigns the PQDR to a Action Officer.

    c. If the cognizant PQM is in AMSTA-AR-QAW-C, the CFC will prepare the deficiency report file which will consist of the original deficiency report (annotated on the top of the first page with the DMN, date received, and the initials of the Action Officer) and the Deficiency Report Log annotated with the DMN, RCN, and PQM.

5.  DETERMINE ACTION POINT

    a.  EIRs will be forwarded to AMSTA-LC-CIPW, TACOM-RI.  The CFC will provide the Action Officer with an information copy.

    b.  SDRs will be forwarded to AMSTA-LC-CIAC, TACOM-RI (for shipping or packaging or marking discrepancies).  The CFC will provide the Action Officer with an information copy.

    c.  AEPS submitted PQDRs are automatically directed to the appropriate action point.   Non‑TACOM-RI/ARDEC Deficiency Reports submitted by other means will be forwarded to the appropriate action point IAW the Material Category code listed in the Army Master Data File (AMDF) or Commodity Command Standard System (CCSS) database by the most expeditious means. 

6.  FORWARD TO ACTION POINT

    Deficiency reports will be forwarded to assigned action points within the following timeframes:

    a.  Category I reports ‑ within 24 hours of receipt (electronically if external to  AMSTA‑AR‑QAW-C).

    b.  Category II reports - within 3 working days of receipt.

 7.  DATA ENTRY UPDATES/DISSEMINATION OF REPORTS

     a.  If the PQDR is determined to be an EIR or a SDR by the Action Officer, the Action Officer will notify the CFC of the change.  The CFC will forward report to the appropriate action office via EDRS IAW paragraphs 5.a and 5.b.   The CFC will notify the originator of any change in action point, utilizing the most efficient means: EDRS, fax, or mail  (this is system generated within EDRS if originator has an email address).

      b. The CFC will forward a copy of all AMSTA-AR-QAW-C Category I PQDRs to the TACOM-RI Safety Office, AMSTA-LC-SF, within 1 working day.  Also, if notified by the Action Officer that a Category I PQDR has been downgraded, the CFC will send a notification of downgrading to AMSTA-LC-SF, identifying the PQDR, the item, and the Action Officer who can provide additional information upon request.  

     c.  The CFC will forward a copy of all TACOM-RI Initial Failure PQDRs to AMSTA-LC-CIAL, TACOM-RI.  If a PQDR is identified as an Initial Failure PQDR, but is without LAR confirmation, or the NSN does not indicate the defective item is a depot level repairable, or the item is managed by DLA (Initial Failure is an Army program), an email message is sent to the TACOM-RI LAR office at: riaops@larnet1.ria.army.mil .  The message will identify the PQDR, the PQDR originator or LAR, the defective item, and state that the PQDR cannot be handled as an initial failure for the applicable reason, but will be investigated , and credit will be addressed, using normal procedures, rather than Initial Failure procedures.  If LAR confirmation is later received, the PQDR will then be forwarded to AMSTA-LC-CIAL, TACOM-RI as an Initial Failure.  (Ref: Paragraph 11-6a.(1) and (2) of DA PAM 738-750, The Army Maintenance Management System (TAMMS)).   The CFC will continue processing the PQDR after sending such a message to the LAR office as investigation of the PQDR may not have to be delayed by the need to clarify the Initial Failure status.  The CFC will copy furnish the Action Officer with all messages to the LAR office, as well as all replies received. 

     d.  When signed closing actions are received from the Group Leader, the CFC will:

              i. Enter close‑out data into the EDRS database by entering the closeout code, closing date, and action process code (CC, SC, SI, or ST) and clicking on closed button.  

              ii. Disseminate correspondence if PQDR originator has no email address.   AEPS/EDRS contains a request to the originator to provide customer feedback.  When the originator does not have an email address, this request is copied and mailed with the closing response. 

8.  OTHER ACTIONS

    a.  All deficiency report records must be maintained for two years from the closing date.

These records include hardcopies of the PQDR and the closing memo.
    b.  Prepare monthly/quarterly performance charts/data. 

    c. Monthly, as workload permits, the CFC reviews the status of all DLA PQDRs included on the Open PQDRs & Age List and prepares a report that is submitted to the Chief, Product Quality Assurance Readiness Group, the Chief, Product Quality Assurance Development Group, with a copy furnished to all Action Officers with DLA PQDRs on the list.  The report identifies the Document Management Number, the Action Officer, whether the PQDR is in the database, whether the database shows the PQDR as open or closed, the age of the PQDR, and the DLA Source of Supply Code (S9?).
 

  d.Forwards open PQDRs and age list for each individual PQM monthly to the Chief, Product Quality Assurance Development Group.
APPENDIX A

ACRONYMS

                        AEPS…………Army Electronic Product Support

AMDF.....……Army Master Data File

CAO......…….Contract Administration Office

CCSS......……Commodity Command Standard System

CFC.......…….Customer Feedback Center

DCMC………Defense Contract Management Center

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

ISA.......……..Installation Supply Account

LAR.......……Logistics Assistance Representative

MATCAT......Material Category

MIF.......…….Malfunction Investigation File

MR........…….Maintenance Repair

MRO.......…...Material Release Order

MSC.......……Major Subordinate Command

OSC…………Operations Support Command

PA,A......……Procurement Appropriation, Army

PIP.......……..Product Improvement Program

POI………….Plan of Investigation


PQDR.......……Product Quality Deficiency Report

QAR.......…...Quality Assurance Representative

QAT.......……Quality Assurance Team

RIA.......……..Rock Island Arsenal

SDR.......……Supply Discrepancy Report

SSA.......…….Supply Support Activity

TM........…….Technical Manual

WCA......…....Warranty Claim Action
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