09 - External Nonconformance Records

Provides a means for:
» Keeping track of of external nonconformances, including premium
freight, customer complaints, and warranty claims

* Documenting the status of complaints based on date range,
customer, and nature of complaint

» Keeping up with the cost and status of the complaints

* Analyzing the nonconformance trends



Microsoft Access - [01 - Customers : Form]

File Edit WYiew Insert Format Records Tools ‘Window Help

M-d &V 2LEL T E . #+K F Bm- 3.
~ | Times Mew Roman - - BT O EEE DAL = -
4
01 - Customer Roster
Customet Mao: .
Craystommer Fank:
Customer Type: |Bujlder
Hatte: |qust:ral Engitneering Inc. | Prefix:
Address 1: |Gianu:| Foad | Fitst Matne: |Jack
Address 2 | | Last Matne: |Ri|:e
Address 3: | | FPosition: |Owner
City [Linz |
Country: E | Eiriail: | sice@anstrralens com |
Pl £ e Phons: | 134 358 3786 |
Fax | 124 385 1386 |

Record: 14 1 k| Ml |kE]|af 10
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Microsoft Access - [02 - Cause : Form]

File Edit Yiew Insert Format Records Tools ‘Window Help == x|
B-EJ &V 2LEL R & K B Ee- B,
» | Tahoma -8 - B I UOEEZ=E H A F- R
02 - Cause of Complaint -
Cause Code  Description
4 [ 01 | [order Entry Error |
[ 02 | [Engineering Error |
[ 03 | [Pruchasing Mistake |
[ 04 | [Defective Materials |
[ 05 | |Defective Workmanship |
[ 086 | [Equipment Praoblem |
[ 07 | [Tocling Prablem |
[ 05 | [outsourcing Problem |
[ 09 | [|Packaging Problem |
[ 10 | [Shipping Problem |
[ 11 |[|Unexplained |
[ 12 | [Claim Unjustified |
[ 13 | [|Administrative |
[ 14 | [Unknown |
| — |
=
Record: | 4| 1 b | pI[p|of 14

Farm Yiew MWLM




Microsoft Access - [03 - Responsible Department : Form]

File Edit WYiew Insert Format Records Tools ‘Window Help

218l Y &

B-EJ &V

+ | Tahoma

03 - Responsible Department

Department Responsible

» |Sa|es

[Engineering

[Purchasing

|F|:-un-:|r';.-'

|ManuFau:turing

|Inspeu:ti-:un

[Staging

[Shipping

|Engineering

[Unjustified Claim

|.ﬁ.|:|:|:|unting

[Supplier

[Stareroom

|Llnkn-:|wn

1

Record: 14 1 k| M|k af 14
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Microsoft Access - [04 - Premium Freight : Form]

File Edit WYiew Insert Format Records Tools ‘Window Help

B-EJ &V

Tahoma * | G
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04 - Premium Freight

to record and analyze premium freight claims.

The search and combo box features make it easy

Customer Sales Work  Entered Authorized Standard  Expedited
Mo Customer Name Phane Order Order by by Date Freight Freight Premium  Late
AN -1 LeChay Aviation || tezeasrraz || tase || 1152 || mH || TH |[5iEyzo0e || ¢52Ee || $ee00 || §leed | M
R | Rodman Airplane Inc. || 97z4m4e0z1 || tare || 1zas || mH || 15 |[5f30fzo0e || $452.00 || $ecso00 || §156.00 |
i | Fairmant Aviation || oto4rsszzo || 1375 || 1za4 || do || TH |[sfesfzooe || $29.3s || $se.00 || $mees | OO
R | Gunther Aircraft || oo4azzigesosz || tass || 1z7e || mH || 35 |[siesizooe || fs4z.00 || $7e4.00 || $e4zo0 |
76~ ]| Kamper &Micholson International || 1542832727 || 132z || 1259 || MH || 15 |[Slzojzocc || ¢es.o0 || $127.00 || $ez.00 |
1z~ Austral Enginesring Inc., || t1s43sss7ee || 1319 || 1zss || ao || TH |[sitsizo0e || $ave.00 || ¢s29.00 || $1s0.00 | O
R | Rodman Airplane Inc. || 97z4s4e0z1 || 13tz || tzzs || mH || 35 |[5itsfzooe || $ses.00 || 445400 || $12s.00 | O
=R | LeChoy Aviation || tezesszraz || tso7 || 1209 || mH || 35 || siefzooe || $ess.on || $EEro0 || g42.00 |
R | LeChay Aviation || tezesszraz || tsos || 1197 || mH || TH || Sisfzo08 || g7es0 || $edze || $177e | O
R | C & O ferospace Inc, [| 1603712334 | ta04 || 1192 [[ mH || 35 || siEfzo0e || $1377E || $154.26 || $1648 |
L | Cambia Terminal || 1454c18585 || tess || oo || mH || 35 || sizieooe || $is4z || $e4s0 || 4608 | M
* | | | I LI | I I |

Record: 14 1 k[ Ml [kk]af 11
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Microsoft Access - [05 - Customer Complaints - Open : Form]

File Edit WYiew Insert Format Records Tools ‘Window Help = H
M- &Y 2LEl TR é K BB Bim- 3.
» | Tahoma -8 - B I UOE=EZ=E DA F 7=,

05 - Unresolved Customer Complaints —

Estimated Cost: |:|
Complaint MNo. 31 Date Settled: [ ] O Camplaint Closed

- =] 0y AW aEIon ane:
4 75 LeChay Aviati Ph 162 636 7762
[ Mr. Paul Lewis, ¥P Cperations | Fax: 162 633 4410

| Builder | email: | plewisi@lachoyaviation, canm
Complaink
Customer_Mo: | 25 | Ciustomer claims that the paint job on part 7544, center clevis, is not accepkable, Cuskomer
Entered By: | Fredrick Dondlas | has been requested ko return the part, In the meantime we started the process of
¥ d expediting a replacement part,
Complaintent: | Paul Lewis |
Date: | 51312006 | Analysis
Sales Order Mo: | 3ZEE |
wiork Order Mot | 1395 | The search and combo box featgres also make it
easy to record customer complaints.
Part Mos: | 1466 |
Cause! | Urkniown -
Fespansibility | Unknown ;I

Correckive Action

Record: 14 1 k[ Ml [kk]af 3
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Microsoft Access - [06 - Customer Complaints - Closed : Form]

File Edit WYiew Insert Format Records Tools ‘Window Help = H
M- &Y 2LEl TR é K BB Bim- 3.
» | Tahoma -8 - BT UOE=E=EZ=E DA R

06 - Closed Customer Complaints —
Estimated Cosk:

Complaint Mo, 22 Diate Settled: Closed complaints are automatically removed
from the unresolved complaint form and defaulted
b into this form, thereby making it easier to scroll

I Rodman Airplane Inc. | Phane: 972 484 6021 through the list of open complaints.
| M. Tvan Fabani, Cuaner | Fax: 972 454 1057

| Builder | email: | |
Camplaint
Customer_Mo; 35 Custamer is having difficulty balking inko one of the attachment holes on the propeller hub,

He suspects that the threading is bad, Return has been requested,

Entered By: | TOH |

Complaintent: | Ivan Fabani |

Date: | 5/4/2006 | Analysic

; The threaded hole is question was found to be bad, The thread was only partially

el ity o | 284 | completed. It does not go complekely through the hub like it is supose ta, and bath the

Work Order Mot | 1355 | opetratar and the quality inspectar missed the problem during the inspection process,
The part calls For a thread gage inspection both after the part is machined and in final

Part Mos: | 1532 | inspection.

Cause: | Unknown ;I The threa;llng process is a manual operation, and it's up to the operator to ensure that the
threading is complete.

Responsibility | nknown ;l

Carrective Ackion Fricis
The part was repaired and returned to the customer, and the customer was provided both a
letker of apology and a corrective action report,

The procedure are clear and adequate, The problem was a result of human error, and both
the operator and the inspector who signed off on the Final inspection were verbally
repremanded,

Record: 14 1 k| Ml |kE]|af 10
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Microsoft Access - [07 - Warranty Claims - Open : Form]

File Edit View Insert Faormat Records Tools ‘Window Help — E‘|H
E-BH alv 2L i 2 HE MR B O,
| Tahoma -85 - B I UODE=E=EH-A-Z- 7 =-,
07 - Unresolved Warranty Claims DufizSlah | | —
Estimated Cost: | $0.00 |
Claim No. Claim Closed [
4 Custarmer
Mo Customer Mame Primary Contack Phone Fa Ermail
[ 35 ~] Rodman Airplane Inc, | Mr. Ivan Fabani, Cwner | 97z 484 6021 972 454 1057

Drate Submitted: 512006 Sales Order: 14375
Entered By: | Terry Haggarky | Part Mumber: 1369

Complaintent: | andy Truge | Cause: | Unknown

|
|

Respansibility ; | rknawwn

Chservations:  |Customer repried that the door sticks on the frame housing and is hard to close, He has removed the door and checked out al
of the dimensions including the hinge dimensions and the location of the latches, His concern is that our frame housing is bent or
not dimensionally accurate, He is now planning on remaving the housing at his expense, but is advising that if his suspesion is
correct he will request reimbursement For his expenses and will need the housing replaced immediately,

Canclusions; T

Carrective
Action:

Recard: 14 | 1 k| M |kk|af 1

Form Wiew MM




Microsoft Access - [0B - Warranty Claims - Closed : Form]

File Edit WYiew Insert Format Records Tools ‘Window Help = H
E-H &Y 213l R 4+ I BE- 3.
» | Tahoma -8 - B I UOE=EZ=E DA F 7=,
08 - Closed Warranty Claims ezl IR -
Estimated Cast: | 42 525,00 |

Claim Mo. Claim Clossd

4 Customer
Mo Customer Mare Primary Conkack Phone Fax Ermnail
[ 12 ~] Lanlais Aircraft Inc. | Mr. Tary Pitt, Owner | 162 775 1008 162 677 5008 | tony_pitt@landcraft.com |

Date Submitked: 11162006 Sales Order: 13695
Entered By: | Terry Haggarky | Part Mumber; C-1269

Camplaintent; | Jack Rice] | Cause; | Defective Materials ;I
Responsibility | Supplier ;l

Chservations:  |Bolks on the hub surface broke after anly thirky hours of service, The retainer plake behind the hub vibrated and cracked.
uskamer returned the hubs, retainer plate, and all of the balks used ba attach the hub {ncluding the broken baolks) Far analysis.
Cuskamer wants the parts replaced immediakely and he wants o be reimbursed For the [abar invested inko the initiall installation
and the subsequent removal of the parts, plus whatever is spent on reinstalling the parts,

Conclusions: Evidence indicates that the supplier shipped defective bolts,

Dimensional checks werified that the balt holes were properly aligned and properly sized, and that all of the dimensions were
within the allowable tolerances on both the retainer plate and the hub,  Howewer, the Rockwell hardness tests on the bolks
indicated that that all of the bolks were softer than they should have been, The readings were below the allowable limit of the
kolerance for the specified balt grade,

Storeroom records also indicate that the carrect balks were issued, and an inventary counk confirms this conclusion,

Purchasing has advised the supplier, and a formal corrective action request has been requested, The history of the supplier is
good and it has been concluded that probation is not justified as of this Hme, & rockwell hardness test has become part of the
receiving procedure For this produck,

Corrective
Action:

Record: 14 1 k[ Ml [kk]af 3

Farm Yiew MWLM




Microsoft Access - [01 - Complaints - by Customer No : Report]

Ji File Edit Wew [EZ] TIools ‘window Help

JE,§|’|EEE|IDD% . §|053|Pv"|@v

01 - Complaints - By Customer No. Thursdy, O ctober 05, 2006

35 - Rodman Airplans Inc.

Coamplairt
Date Ma. Complaintert Fhone Zdes Order Wiork Ordler Fart Mo,

2542006 23 Ivan Fakani 972 454 6021 3269 1383 13532

Coarplaint: Customer iz having difficulty boltting into one of the atachment holes on the propdler bub, He suspectstha
thethreading is bad. Raum has besn recuested.

Lnabras: Thethreaded hole iz question wes found tobe bad. The thread weas only partially completed. It does nat go
completely troughthe hub likeitis suposeto, snd bath the operator snd the ouality inspectar missedthe
proflem duking the inspection process.,

The part cdlz for a thread gage inspection bath ater the part is machined and in find inspection.

Thethreading process iz a manual cperstion, and it's wp tothe operstor to ensure tha the threading iz
camplete.

The part wes repsaired and returned to the customer, and the customer was provided bath a leter of spoogy
and a corredive adion repart.

The procedure are clear and adeguate. The problem wwas a result of human erroe, and both the cperator and
the inspector who signed off on the ind inspedion were verbaly repremancied .

Coprplairt Closed Estirnated Cost = $325.00

Ready




Microsoft Access - [02 - Complaints - by Date Range : Report]
J B Flz Edit ¥ew FE Tools Window Help == x|

JE,§|’|EEE|IDD% . §|053|Pv"|@v

02 - Complaints - By Date Range Thursday, Odcber 05, 2006

C amplaint
D ate M. Compldintent Sdes Order Wiork Order

25 - LeChoy Aviation
3F31 r2006 3 Paul Lenis 162 6367752 3266 1395 1466

Cogtp L Cugtomer daimztha the paint job on part 7544 | certer desiz, iz nd acospakle. Customer has bean
requested to return the patt. Inthe meantime we stated the process of expedtiing a replacement part.

A ralyrss:
Cormctve bobom
[ Coruplairt Closed Estirnated Cost =

42 - Faimot Aviation
SM 652006 15 Beverly Richards 2104755720
Conplaird: The shipment was missing one of the shatt=.
Arabras:
Conectve b chon
[ Cormplairt Closed Estimated Cost =

35 - Radman Airplane Ine.
50412006 25 Ivan Fabani 972 484 8021 3269 1385 1532

Cogtp L Customer iz having difficutty bating into one of the atachment holes on the propgler bub. He suspectztha
thethreading is bad. Retum has been reqguested.

Arabras: Thethreaded hodle is guestion wes found to be bad. Thethresd was only partially completed. |t does na go
complately throughthe hub like itis supcse to, snd bath the operdor snd the guality inspector mizsed the
problen duing the inggpection process.

The part cdlzs far a thresd gage inspection bah after the part iz machined and in find inspection.
Thethreading process iz a manual operstion, and it's wptothe operatar to ensurethd the threading iz
complete.

The part wes repaired and raturned to the cugtomer, and the customer was provided bath g leter of spdogy
and & corrective ation report.

Ready [ [ [ mm[ ]




Microsoft Access - [03 - Complaints - by Cause No : Report]
J B File Edit view Tools  Window Help == x|

M-S ODBE v - dse B Bim- 0.

03 - Complaints - by Cause No. Thursday, O ctober 05, 2008

05 - Defective Workmanship

Complaint
Drate M. Compdintent Phone Sales Crder Work Oroer Dregat.

4127006 23 Paul Lewniz 162636 7752 J2533 45661 hanufacturi ng

Conplaird: Cugtamer damstha the pitch on the propeller is 5 degrees off. Raturn was requested. Customer
irdicaedtha thiz iz a backup propeller and that imm edided replacement is nat necessary.

Arabras: ouwr snaysis indicdes thd the cugtomer iz comredt. Mesisurements ind cate that the the pitch from the S0%:
cord out i = spprosmately 5 degrees strong.
The condition sppearedto be caused bytwo problem s 1) the foundry usadthe swwong patern, and 21the
quaitytechnicians failed to pick upthe problem. The corred patern wes not clearlymarked, and i i
undergtandsble hovean operator could have seledted the vwwong pattern. However there is no explandion
sty gusity did not catch the problem before the propeller vwas zert oot

The propeller is to be restocked and sdd at the current pitch. & replacement propeller is in the process of
being made. The replacement propeller wil be discounted 15% as & concession for the additions cost that
the custamer incurred.

A totally nesvapproach toidertifyving the paterns has been adopeted. We are awitching from the use of
marking pens to lettering tha wWil be punched outina gastic grip and glued to the pattemn.

The Qi operatar who signed off on the inspection repart hasz besn verbalyreprimanded, and a corredive
action repart has been sent tothe customer .

Coorrplairt Closed Estirnated Cost= $115.00

IMErA06 16 Lioviz Duethie 160371 2334 12957 43363 Encineering

Corrp latrd: It gopears theat the cugtomer was billed for the wwong propaler. The pat number onthe sdes arder wes
different from the part # onthe imaice.

Arabras: Shipping documents showthat the cugomer waz zent the corredt propellier, and it wes dnvious from the
copy of the invoi e tha he was billed for the wrong progpeller.

Cormective Achorr & credt was issued, and a revized invoice was sent out. [t iz uncesttain who prepared the billing, but the
ertire department was reminded of the cross-check procedure for ensuring tha these type of problems do
niot acoLy .

Corrplairt Closed Estirmated Cost = $75.00

1M1 952006 14 Jack Rice 0043 221 3§93 042 0397 11263

Ready [ [ [ mm[ ]
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Microsoft Access - [04 - Warranty Claim, - Claim Mo : Report]

Ji File Edit Wiew Tools Window Help

=15 x]

¥-& O @@ o -

04 - Warranty Claim Status Report

Warranty Claim

Customer:
Complaintent:
Customer Type:
Phaone:

Reason:
Source:

Current Status:

Comments:

Corrective Action:

Close | W .

FY

B m- ).

Thurzsday, Odober 05, 2006

Mo Estimater Cogt = §2,523.00

Dae Settled: 21202006
b Claim Closed

Lanlois Aircraft Inc. Entered By Terry Haggarty
Jack Rice Date Reported: 11162006
Builder Sales Order: 136595

162 773 1003 Part Murnbers: C-12B9

Defective Materials
supplier

Bolts an the hub surface broke after only thirty hours of service. The retainer plate
behind the hub vibrated and cracked.

Custorner returned the hubs, retainer plate, and all of the bolts used to attach the hub
{including the broken bolts) for analysis.

Customer wants the parts replaced immediately and he wants to be reimbursed for the
labar invested into the initiall installation and the subsequent remoaoval of the parts,
plus whatever is spent on reinstalling the parts.

Evidence indicates that the supplier shipped defective bolts,

Dimensional checks v erified that the bolt holes were properly aligned and properly
gized, and that all of the dimensions were within the allowahble tolerances on both the
retainer plate and the hub. However, the Rockwell hardness tests on the bolts
indicated that that all of the bolts were softer than they should have been. The
readings were below the allowable limit of the talerance for the specified bolt grade.
storeroom records also indicate that the correct bolts were issued, and an inventary
count confirm s this conclusion.

Furchasing has advised the supplier, and a formal corrective action request has been
requested. The history of the supplier is good and it has been concluded that probation
is not justified as of thistime. A rockwell hardness test has become part of the
receiving procedure for this product.

Ready




Microsoft Access - [05 - Summary of Expedited Freight Costs - Date Range : Report] = |
J B Flz Edit ¥ew FE Tools Window Help == x|

JE,§|’|EEE|IDD% . §|053|Pv"|@v

05 - Summary of Premium Freight Costs Thursthay, O ctober 05, 2006

Dde Customer St Cost Expedted Cost Premium

031 2006 LeChoy Axistion $5236 F89.00 F16.64
SI3072006 Rodmen &irplane Inc. F43200 FE03 .00 F156.00
SI252006 Fairmont &uaion F29.35 F56.00 F26.65
Sr252006 Gunther &rcraft F24200 F754 .00 F242.00
SIA02006 Watnpet & Micholzon Internstional Fes.00 F27 00 F42.00
SM52006 Austra Engineering Inc. F37900 F52900 F150.00
SM32006 Rodman Lirplane Inc. 32900 454 00 F12300

SI2006 LeChaoy Avistion F28300 F327 00 F42.00
2r2006 LeChoy Avistion Fre.50 3426 776
SI32006 C & O Aerospace|nc. 57 TS 154 26 F16.45
SI2006 Cambia Temming 1542 $z24.50 $6.05

Ready [ [ [ mm[ ]




Microsoft Access - [06 - Summary of Customer Complaint Costs - Date Range = |
J B File Edit Yiew B Tools Window Help - =] x|

FY

¥-& O @@ o -

Close | W .

& a- @,

06 - Summary of Customer Complaint Costs Thursday, O ctober 05, 2006

Complairt I Dae Entered Customner Dae Closed Egtimaed Cost

&

14 11952006 Gunther Arcratt 1262006 Fra.0o

[l

13 3NT2006 Lanlois Aircratt Inc. 41262006 $E43.00

=l

16 JMEL2006 C & O Aerospace nc. 311 2006 F7a.00

&

17 2IH2006 Camnhia Temind 21282008 F25:3.00

=l

19 2M252006 Gunther Aircratt 372006 $2,650.00

al 3282006 Lanlaz Arcratt Inc. 401172005 0,00

B’ =

22 33 F2006 Lanlaz Arcratt Inc. 453052005 0,00

&l

23 127 12006 LeChiry Aeviation M G006 F11:3.00

&

24 4ME52006 ST Support Sendces 2f2r006 F35.00

&l

$325.00

$4,235.00

25 SH4r2006 Fodman Airplane Inc. SME2006

Ready [ [ [ mm[ ]




Microsoft Access - [07 - Summary of Warranty Claim Cosis - Date Range |:||E||E|
J B File Edit Yiew B Tools Window Help - =] x|
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Close | W .
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07 - Summary of Warranty Claim Costs Thursday, O ctober 05, 2008

Claim I Diate Entered Custamer Date Seftledd Closed  Estimated Cost

42 32006 Fadman Airplane Inc. 32006 $1,800.00
41 1MEL2006 Larlcis Aircratt Inc. 222006 F2523.00

43 1122006 SBT Support Serdces 111302006 $0.00

4,325.00

Ready [ [ [ mm[ ]




