PART III – SECTION J

ATTACHMENT  J.9

FAA Field Site Requests for UPS Spare Parts Resupply and/or Technical/Engineering Support, Standard Operating Procedure (SOP)


Below is a copy of a "draft" Standard Operating Procedure (SOP) between the FAA and VENDOR Corporation.  The SOP details how VENDOR Customer Service (CS) Associates should react/provide responsive service to FAA site calls for assistance in the areas of Spare Parts Resupply and requests for Technical/Engineering Assistance.  

VENDOR is requested to review the SOP and revise/update, as appropriate.  

NAILS POCs (TBD) are available to answer questions or assist the VENDOR.

"Draft" FAA—VENDOR Corporation

Standard Operating Procedure (SOP) 

for

FAA Field Site Requests for Spare Parts Resupply and/or

Technical/Engineering Support

I.  FAA SITE ATTEMPTS TO ORDER PARTS FOR THEIR VENDOR  UPS UNIT DIRECTLY FROM VENDOR’s SUPPORT CENTER.

A.  VENDOR’s Customer Service (CS) Associate will inform the FAA site caller/customer that both VENDOR Corporation and the FAA desire to resolve their request for spare parts resupply in the fastest manner possible.  

B.  VENDOR’s (CS) Associate will inform the FAA customer that FAA policy requires that ALL FAA site requests for VENDOR UPS spare parts MUST be submited through the FAA Logistics & Inventory System (LIS).  Part numbers should be used in lieu of NSNs.

C.  If, after informing the FAA caller of the FAA policy in B. above and if the FAA caller still requests to order spare parts directly from VENDOR—VENDOR’ CS Associate will INFORM the FAA caller that FAA sites who disregard the process above (to use the FAA LIS System exclusively) and directly place a spare part(s) order with VENDOR, will be billed directly by VENDOR and will be responsible for both the cost of the spare part(s) and the shipping costs.  VENDOR’s CS Associate will also inform the FAA site that they may not receive the requested spare part(s) as expeditiously as if they had ordered it through LIS (i.e. in accordance with the agreed upon FAA “Priority Shipping“ Schedule.
D.  If the FAA site has any questions, please refer them to:

(TBD)

or  

(TBD)

II.  FAA SITE REQUEST FOR TECHNICAL/ENGINEERING ASSISTANCE

Situation One:  FAA Site’s VENDOR UPS Unit is still “UNDER WARRANTY”
After verifying that the site UPS unit is still “Under Warranty”, using the serial number provided by the FAA caller, VENDOR’s Customer Service (CS) Associate will—

A.  Inform the FAA site caller/customer that both VENDOR Corporation and the FAA desire to resolve their request for technical/engineering assistance in the fastest manner possible.

B.  VENDOR’s CS Associate will then proceed through the normal VENDOR “Under Warranty” data gathering and notification/dispatching of Customer Service Engineer (CSE) process.  VENDOR’s CS Associate will also obtain, from the FAA site caller, the data requested in C. (2-6) BELOW.

C.  Upon completion of the above phone call, VENDOR’s CS Associate will telephone AOS-1040 (FAA’s 2nd Level Engineering Division), using the telephone numbers provided BELOW, and inform AOS-1040 that an FAA site has requested warranty assistance and the information contained in the 7 lines below:

1.  VENDOR’s CS Associate will state that the VENDOR UPS is still “UNDER WARRANTY”

2.  FAA UPS Serial and Model numbers

3.  FAA Site location, date and time the FAA site called VENDOR

4.  Name of FAA Caller/Point of Contact (POC)

5.  FAA POC Telephone number

6.  Brief description of UPS’s problem

7.  The CONTRACTOR’s CS Associate will state that the VENDOR CSE was dispatched and should arrive at the FAA site on (date & time)

a).  During Normal Business hours-- 

Call (405) 954- 4635 (AOS Secretary) and ask to speak with the AOS-1040 Engineer supporting UPS’s  or  if unavailable, leave a message for the AOS Engineer, in either case inform AOS of the information contained in the 7 lines of C. ABOVE

b).  After Normal Business hours--

Call the FAA Mike Monroney Aeronautical Center (MMAC) DUTY OFFICER (405) 954-3583, in Oklahoma City and leave a message, to be delivered during normal duty hours, for the AOS-1040 (2d Level Engineering Division) Engineer supporting UPSs with the information contained in the 7 lines of C. ABOVE.

D. Upon completion of the above phone call to AOS-1040, VENDOR’s CS Associate will then e-mail Mr./Ms. Xxxxxxx (VENDOR’s CDLS Program Manager).  The e-mail should state that VENDOR’s CS Associate had received an “UNDER WARRANTY” request for assistance from an FAA Field site and has successfully contacted AOS-1040 or the MMAC Duty Officer and passed along the information contained in the 7 lines of C. ABOVE.

E.  If the FAA site has any questions, please refer them to:

(TBD)

or  

(TBD)

Situation Two:  FAA Site UPS is “OUT of WARRANTY”
After verifying that the UPS unit is NOT UNDER WARRANTY, using the serial number provided by the FAA caller, VENDOR’s CS Associate will—

A.  Inform the FAA site customer that both VENDOR Corp. and the FAA desire to resolve their request for technical/engineering assistance in the fastest manner possible.

B.  Request that the FAA caller provide VENDOR’s CS Associate with the information (1-5) below and then request that the FAA caller follow the process given in C. BELOW to obtain expeditious technical/engineering support, directly from the FAA.

1. UPS Serial and Model numbers

2.  FAA Site location, date and time the FAA site called VENDOR


3.  Name of FAA site POC



4.  FAA site POC Telephone number


5.  Brief description of UPS unit’s problem

C.  To obtain FAA site Engineering/Technical Support—“FAA sites will request 
      assistance via telephone from their supporting SMO and Regional 470 office,    
      in that order.”

D.  Upon completion of the above phone call, VENDOR’s CS Associate will call AOS-1040 (FAA’s 2nd Level Engineering Division) and inform AOS-1040 that an FAA site has requested assistance for a UPS Unit that is “OUT OF WARRANTY” and the information contained in the 7 lines below:

1.  VENDOR’s CS Associate will state that the UPS unit is “OUT of WARRANTY”

2.  FAA UPS Serial and Model numbers

3.  FAA Site location, date and time the FAA site called VENDOR

4.  Name of FAA Caller/Point of Contact (POC)

5.  FAA POC Telephone number

6.  Brief description of UPS unit’s problem

7.  VENDOR’s CS Associate will state that the FAA caller was requested to contact their support SMO or Regional 470, in that order, for technical/engineering support.

a).  During Normal Business hours-- 

Call (405) 954- 4635 (AOS Secretary) and ask to speak with the AOS-1040 Engineer supporting UPS’s  or  if unavailable, leave a message for the AOS Engineer, in either case inform AOS of the information contained in the 7 lines of D ABOVE


b).  After Normal Business hours--

Call the FAA Mike Monroney Aeronautical Center (MMAC) DUTY OFFICER (405) 954-3583, in Oklahoma City and leave a message, to be delivered during normal duty hours, for AOS-1040 (2d Level Engineering Division) Engineer supporting FAA UPSs with the information contained in the 7 lines of D. ABOVE.

E.  Upon completion of the above phone call to AOS-1040, VENDOR’s CS Associate will then e-mail Mr./Ms. Xxxxxxx (VENDOR’s CDLS Program Manager).  The e-mail should state that VENDOR’s CS Associate had received an “OUT of WARRANTY” request for assistance from an FAA Field site and has successfully contacted AOS-1040 or the MMAC Duty Officer and passed along the information contained in the 7 lines of D. ABOVE.

F.  If the FAA site has any questions, please refer them to:

(TBD)

or  

(TBD)

END OF FAA-VENDOR SOP
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