Annex D:  Measuring the RELIABILITY of the USMC Logistics Chain

Reliability.  Logistics chain reliability is the performance of the logistics chain in delivering the correct product, to the correct place, at the correct time, in the correct condition and packaging, in the correct quantity, with the correct documentation, to the correct customer.  It is not a measure of speed, but a measure of accuracy and timeliness.

An order is considered a quality order when the following criteria are met:

· Delivered Complete; all items on order are delivered in the quantities requested

· Delivered to an agreed upon commit date

· Documentation supporting the order including packaging slips, bills of lading, invoices, etc., is complete and accurate

· Quality condition; faultlessly installed (as applicable), correct configuration, customer ready, no damage.

The Tier-1, or performance metric, is Quality Order Fulfillment (QOF).  From this definition, the following tier-two diagnostics metrics contribute to the calculation of the QOF and are called:

· Quality order fulfillment-maintenance/distribution (transportation)

· Quality order fulfillment supply/distribution (transportation)

The above tier 2 metrics will be calculated using two tier 3 metrics:  Order Delivered by Agreed Upon Date and Order Delivered Complete.  “Orders” will be characterized as either a repair order or a material order.  Quality Order Fulfillment is calculated as a weighted average using the following formula:

Quality Order Fulfillment = 

[# Repair Orders X %QOF (Maintenance)] +  [# Requisitions X %QOF (Supply)]
(# Repair Orders) + (# Requisitions)
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***QOF is dependent upon supported unit feedback.  The supported unit will ultimately determine the quality of the order.

Each of these lower, tier-three metrics could be further broken down into the following lower-tier metrics:

· Order delivered complete-maintenance mgt

· Orders delivered to agreed upon commit date (TDD)

· Orders with complete and accurate documentation

· Orders delivered in quality condition

· Order delivered to the right place

· Orders delivered complete-supply

· Orders delivered to agreed upon commit date (TDD)

· Orders with complete and accurate documentation

· Orders delivered in quality condition

· Order delivered to the right place

1.1.  Moving 2nd echelon maintenance to the intermediate level and implementing the distribution concept will improve Quality Order Fulfillment - Maintenance.  This is not a SC metric, but is necessary to compute in order to achieve overall QOF.

% of Repair Orders (Repaired Satisfactorily and by the Agreed Upon Date)

*** This metric looks at each repair order and checks both requirements.  The two metrics below are calculated by determining how many times each condition was completed, regardless of the other.

1.1.1.  Order Delivered Complete.  This Tier-3 metric measures how often the end item was returned to the supported unit with all corrective maintenance actions completed satisfactorily.  It is the number of times end items were returned to the supported unit with corrective maintenance (CM) actions completed satisfactorily.

# Orders Repaired Satisfactorily
# Repair Orders

1.1.2.  Order Delivered By Agreed Upon Date.  This Tier-3 metric measures how often the end item was returned to the supported unit by an agreed upon date.  That date is the Required Delivery Date (RDD) when specified.  If no RDD is specified, then the agreed upon date is the associated UMMIPS standard.  This date may also be negotiated between the supported and supporting units.  However, a negotiated date/time will only be used when the information technology is able to capture it accurately.

# Repair Orders Delivered by Agreed Upon Date

# Repair Orders

1.2.  Supply function consolidation and implementing the distribution concept will improve Quality Order Fulfillment - Supply.  This is not a SC metric, but is necessary to compute in order to achieve overall QOF.

% of Shipments (Delivered Complete AND by the Agree Upon Date)

1.2.1.  Order Delivered Complete.  This Tier-3 metric measures how often shipments are delivered to the supported unit in the quantities requested, in the proper condition, with the correct documentation.  It is the number of orders delivered complete, divided by the total number of orders.

# Orders Delivered Complete
# Orders

***Computation of this metric will depend on a feedback/discrepancy mechanism for the supported unit.  An order will be considered complete, unless the supported unit notes discrepancies.

1.2.2.  Order Delivered By Agreed Upon Date.  This Tier-3 metric measures how often the shipment was delivered to the supported unit by the agreed upon date.  That date is the Required Delivery Date (RDD) when specified.  If no RDD is specified, then the agreed upon date is the associated UMMIPS standard.  This date may be a negotiated date as described in 1.1.2.

# Orders Delivered By Agreed Upon Date

# Orders

Because reliability measures the Quality Order Fulfillment (repair order, requisition, or service) six areas to consider when breaking the reliability attribute down further into lower level diagnostics metrics.  Those areas include the correct:
(1) Product

(2) Place

(3) Customer

(4) Time

(5) Documentation

(6) Condition and Packaging

Quality Order Fulfillment (QOF) =

► Formula for both Supply and Maintenance QOF:

[# of repair orders x % QOF Maintenance]+[# Requisitions x % QOF Supply]

(# repair orders) + (# requisitions)

* However more appropriately look at supply and maintenance separately.

► Formula for % QOF Maintenance = 

(% Orders Delivered Complete) x (% Orders Delivered By Agreed Time)
► Formula for % Orders Delivered Complete =

# Orders Repaired Satisfactory

# Repair Orders
Where to find data/information today:

	Criteria to be measured
	What is being measured
	Where to find data/information

	# Orders Repaired Satisfactory
	End item was sent for Corrective maintenance (CM) and CM actions completed (satisfactory) 
	Equipment Repair Order (ERO) 

	
	
	ERO LOG BOOK

	
	
	DPR (current information)

	
	
	Equipment record jacket

	
	
	Customer Survey (ask)

	# Repair Orders
	Total number of repair orders opened within the timeframe being analyzed
	DPR (current information)

	
	
	ERO logbook

	
	
	ERO record jacket or
ERO history in 696D 


*Still need to set an office standard on satisfactory

► Formula for % Orders Delivered By Agreed Time =
# Repair Orders Delivered by agreed upon date

# Repair Orders
	Criteria to be measured
	What is being measured
	Where to find data/information

	# Repair Orders delivered by agreed date
	The date the item went into repair compared to the date the item was returned to the customer 
	ERO (DRIS, RDD, Job closed date)

	
	
	DPR

	
	
	MCO 4790.2C (for intermediate)

	# Repair orders
	Total number of repair orders opened within the timeframe being analyzed
	DPR (current information)

	
	
	ERO logbook

	
	
	ERO record jacket or
ERO history in 696D


► Formula for % QOF Supply = 

% Orders Delivered Complete (x) % Orders Delivered By Agreed Time

► Formula for % Orders Delivered Complete =

# Orders Delivered Complete

# Orders

Where to find data/information:

	Criteria to be measured
	What is being measured
	Where to find data/information

	# Orders delivered complete
	Does the order have the correct quantity, condition, documentation
*Note – all orders are considered complete unless a SDR is submitted
	SDR file 


	
	
	Voucher File /HDIS


	
	
	POD files for OP/DSSC/RHICS


	# Orders
	Total number of requisitions submitted within the timeframe being analyzed
	Voucher File /HDIS

	
	
	OP requests/contracts

	
	
	DSSC requests/receipts

	
	
	RHICS requests

	
	
	GCPC requests


► Formula for % Orders Delivered By Agreed Date =
# Orders Delivered by agreed upon Date

# Orders

	Criteria to be measured
	What is being measured
	Where to find data/information

	# Orders delivered by agreed date
	Was the item received by the Required Deliver Date (RDD) or IAW UMMIPS standards
	Julian Date of document 

	
	
	DPR 

	
	
	UMMIPS delivery timeframe chart if RDD is not stated.  Recommend we go by only the UMMIPS timeframes due to the validity of the RDDs being used by the units.

	
	
	Priority of document

	# Orders
	Total number of requisitions submitted within the timeframe being analyzed
	Voucher File 

	
	
	OP requests/contracts

	
	
	DSSC requests/receipts

	
	
	RHICS requests

	
	
	GCPC requests


Additional metrics to be fleshed out include:

Orders with Complete and Accurate Documentation

Orders in Perfect Condition

Orders Delivered to the Right Place

Accurate Invoices for Orders

Items Received Without Quantity Verification

Items Received Without Quality Verification

Predictability of Delivery from Suppliers
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