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Custonmer Wait Tinme Version 1.0
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Background:

1.1 Logi stics Response Tine (LRT) - The Departnent of Defense (DoD)
determ ned in 1993 that neasuring the time it took to deliver nateria

to custonmers was a key performance neasure to nonitor supply chain

ef fectiveness. Using data, which was readily available fromthe Defense
Aut omat i ¢ Addressi ng System (DAAS), the Departnent captured transactions
which were transmitted through the whol esale | ogistics system and
facilitated analysis of the wait tine experienced in the various
processes that contribute to the time customers spend awaiting materi al
Over tine, additional categories of naterial, such as nedical supplies
and subsi stence, were added to the Logistics Response Tine Measure to
reflect the inpact of areas of supply that could not be neasured from
the transactions that were routed through DAAS. The LRT neasurenent did
not, however, capture the inpact of inventories of material that were
pre-positioned by the Services at the retail level. The LRT neasurenent
al so conbined information on wait tinme for material that was urgently
requi red because it held down equiprment with wait tine for repl eni shnent
of retail shelf stock inventories. This conbination of information
produced wait time neasurenents that were not closely linked to

readi ness measurenents.

1.2 Custonmer Wait Tinme — During the devel opnment of the FY 2000 DoD
Logistics Strategic Plan, the senior DoD | ogistics | eaders expressed
their collective agreenent that a new neasurenent must be devel oped.
The new nmeasurenent should reflect the tinme fromorder to recei pt when
customer requirenents are satisfied from whol esal e and ret ai
transactions as well as other arrangenents. This new neasure was
included in the DoD Logistics Strategic Plan as Custonmer Wait Tine
(CWIN) .

On March 23, 2000, the Deputy Secretary of Defense issued Defense Reform
Initiative Directive # 54 which call ed upon the DoD Conmponents to

accel erate the inplenentation of a Custormer Wait Tine performance
nmeasure, using variance-based conputations.

To acconplish Departnent-w de inplenentation of this new | ogistics
neasure, the DoD Custonmer Wait Tinme Comittee was conmi ssioned by the
Deputy Under Secretary of Defense (Logistics). That Committee devel oped
a proposal to initiate the measurenent of Customer Wait Tinme by focusing
solely on order-to-receipt time for requirenents for spare and repair
parts that are subnitted by organi zati onal mai ntenance activities. That
initial measurenent should permt the DoD Conponents to tie Custoner
Wait Time to readiness indicators. The DoD Custonmer Vit Tine
Conmittee’s proposal was subsequently endorsed by the senior DoD
Logistics | eaders at a neeting of the Logistics Reform Senior Steering
G oup.

Definitions:

2.1 Logi stics Response Tine (LRT) — The el apsed tinme (in days) from
custonmer requisition to receipt of materiel ordered fromthe DoD

whol esal e system Source: Secretary of Defense Annual Report to the
Presi dent and the Congress, 2000.

2.2 DAAS — Defense Autonmmtic Addressing System
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2.3 LMARS — Logistics Metrics Analysis Reporting System

2.4 Custonmer Wait Tinme — The total el apsed tine between issuance of a
custonmer order and satisfaction of that order. Source: DoD Logistics
Strategic Plan, August 1999

2.5 Logi stics Reform Senior Steering Goup (LRSSG - The Logistics
Ref orm Senior Steering Goup is conprised of the Deputy Chiefs of Staff
for Logistics of the Services, the heads of the Defense Logistics
Agency, U.S. TRANSCOM DUSD (L&WR), and the Director for Logistics,
Joint Staff.

2.6 Retail — Any requests for nateriel that are not satisfied from
whol esal e or other arrangenents.

2.7 Whol esale — A request for materiel that is routed to an Inventory
Control Point and is not filled by neans of an intra-Service |atera
redistribution. (This definition applies only to the cal cul ation of
Custonmer Wait Tinme and is not intended to be a conprehensive description
of the whol esal e supply system)

2.8 O her Arrangenents — Non-traditional nmeans of filling requests.
Exanpl es of other arrangenents include, but are not Iimted to, latera
redi stribution and credit card purchases.

2.9 Custonmer — The person or activity placing an order for materie
assets.

2.10 Supply Chain Managenent - The managenent of all internal and
external processes or functions necessary to satisfy a custoner's order
(from product acquisition, to the conversion/ manufacturing process,

t hrough shi pment and delivery to the custoner). Source: Council of
Logi stics Managenment, reprinted in Assistant Deputy Under Secretary of
Def ense (Supply Chain Integration) FY 2000 Busi ness Pl an

2.11 Data — A conplete set of information that is used to derive
Custormer Wit Tinme.

2.12 Record - An individual transaction, which when conbined with al
ot her customer transactions, creates the data necessary to calcul ate
CWT.

2.13 Logic — The business rules and cal cul ati ons which, when applied to
the CWI data, are used to generate CWI reports.

2.14 Reports — The visual display of information created fromthe
application of logic to CW dat a.

Responsi bilities:

3.1 Deputy Under Secretary of Defense (Logistics and Materia
Readi ness) :

a) Provide direction and oversight to the DoD Custoner Wait Tine
process

b) Report overall DoD CWI nunber as required

c) Brief senior |leadership on CAl efforts

3.2 Mlitary Services (includes U S. Coast Guard):
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a) Collect CW data

b) Apply logic to calculate Service CAT input

c) Report COWI input to DAAS

d) Retain records used to cal culate CW

e) Retain logic used to calculate CW

f) Use data to inprove processes that generate CWI

DAAS:

a) Receive the Services’ CW input

b) Display the Services’ CW input

c) Calculate the DoD-wi de CW netrics

d) Produce the DoD-wi de CWI reports in accordance w th business
rul es approved by the CWM commttee

e) Produce Whol esal e Logi stics Response Tinme (LRT) data and
reports

f) Maintain the current and past authoritative versions of the
Custonmer Wit Time business rules

Def ense Logi stics Managenent Standards O fi ce:

a) Chair the DoD Custoner Wait Tine Commttee as the
representative of OSD

b) Retain records of the mnutes of the Customer Wait Tine
Conmittee nmeetings including records of votes

c) Track taskings of the CAI conmmittee

Def ense Logi stics Agency:

a) Coordinate with the Services and other activities to inprove
Custonmer Wit Tinme

b) Fund the display tool for CWI/TDD

U S. Transportation Command:

a) Coordinate with all agencies and the Services to inmprove both
Custonmer Wait Tinme and Whol esal e Logi stics Response Tine

b) Provide reliable accurate transportation infornmation to DAAS

Joi

nt Staff, Director for Logistics:

a) Liaison with the CINCS concerning the neasurenent of Custoner
Wait Time

b) Ensure that CAT is integrated into Joint Chief of Staff
initiatives

ati on Met hodol ogy:

Standard Cal cul ati on Met hodol ogy of CWI for Mintenance- Rel at ed
Material ordered in Services’ Oganizational Miintenance Systens:

4.1.1 Sources of Data:

In June 2000, the Logistics Reform Senior Steering G oup
(LRSSG) approved the proposal that Custonmer Wait Tine
nmeasur enent begin by capturing nmai ntenance-rel ated custoner
requests from Services' Ogani zati onal M ntenance systens.
To that end, the Services will create CWI "O', by nmeasuring
the anmobunt of time that custoner’s wait for maintenance
related-material ordered in the Services' maintenance
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systens, and report that infornation as the DoD CWI' neasure.

To ensure that the data used to calculate wait tine is from
authoritative data sources, the Services shoul d use data
fromthe systens that are closest to the custonmer. Any
deviation fromthis requirement should be recorded in the
Service’'s business logic and reported to DAAS for each
period that this methodol ogy is not foll owed.

Each Service will document the authoritative | owest |eve
systens that create requests for material and retain this
docunentation for review by outside activities.

4.1.2 Alternative Sources of Data:

Aut hori zed al ternative sources for Custoner Wait Tine data
may be in systens that roll-up information from |l ower |eve
sources into consolidated databases. The alternate rolled-
up data sources should only be used if these alternate
sources can be verified to capture virtually all of the data
fromthe | ower |evel

If rolled-up systens are utilized to retrieve Custonmer Wit
Tinme data, the Service using that data will retain
docunent ati on that describes the relationship between the

| ower-1evel systemand the rolled-up system Additionally,
the Services will conduct periodic verification of the
percentage of |ower-level data contained in the rolled-up
data source. Docunmentation of these anal yses will be
retained by the Service for review by outside activities.

4.1.3 Custoner Wait Tine Cal cul ati on Met hodol ogy:

Consi stency in each Service's calculation of CAM is critica
to ensure that reported CAMI is conparable, and to facilitate
cal cul ati on of a conposite DoD-1evel CWI

Calculation of CWI is to be acconplished at the document or
request level. The neasure of tine that it takes from order
or request to fulfillnment is the anmobunt of time that a
custonmer waits. This is to be calculated by subtracting the
request date/tinme fromthe receipt date/time on each request
to neasure the elapsed tinme. After each request has an
associ ated calcul ated time, those tinmes are to be summred
into categories of wait tine by day.

For exanple, for requests that are ordered and received on
the sane day, the custoner wait time will be recorded as 0O
(zero). For requests that are ordered one day and received
the next, the customer wait tine will be recorded as 1
(one). Wen all requests have an associ ated cal cul at ed
tinme, a count will be nade of the nunber of documents with O
days wait tine, 1 day wait tinme, 2 days wait tine, etc. A
detai |l ed exanpl e of this nethodol ogy can be found in
Appendi x A.

4.2 InterimAlternate Methodol ogy:
4.2.1 Rationale:

Due to the accelerated inplenentation of CAM as a prinmary
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| ogi stics neasure of DoD, sone Services’' systens nmay be

i nadequate to capture the entire universe of individua
transacti ons necessary to support CW cal culations. To
prevent the delay of CW neasurenent reporting, the Services
are authorized to report CAT via an alternate cal cul ation
net hodol ogy which is consistent with generally accepted
statistical methods.

4.2.2 Cal cul ati on Met hodol ogy:

The CWI cal culation will be nade by cal cul ating the nunber
of custoner-|evel requests submtted each nonth and applying
customer wait tinmes against each of those requests using
statistical sanples of custonmer wait tinme fromeach |evel of
| ogi stic support. The remainder of the cal culation

net hodol ogy foll ows the standard cal cul ati on nmet hodol ogy
found in section 4.1.3.

4.2.3 Statistical Sanpling Methodol ogy:
4.2.3.1 Method:
The distribution of customer wait tinmes generated

at each level of l|ogistics support (retail
internediate repair, lateral support, whol esal e,

etc.) will be determined by taking a representative
sanple of the wait tinmes generated at each such
| evel . Representative sanples will include various

custoner profiles and delivery | ocations.
4.2.3.2 Periodicity:

Distributions will be recalculated nonthly to
ensure that CAT cal culations are consistent with
the actual CWI experienced by that Service's
custoners during the nonth reported.

4.2.3.3 Application to individual records:

Services enploying this cal cul ati on met hodol ogy

will determ ne the proportion of total requests
that were filled by the processes defined in each
wait time distribution and randonmly assign wait
time val ues using the associated probabilities from
those distributions. These results nmust be

conbi ned with the observed data for subm ssion to
DAAS. An exanple of this process is shown in
Appendi x B

4.2.3.4 Docunentation:

Logi ¢ and data sources used to devel op these CWI
distributions will be retai ned by Services
enpl oyi ng these nethods for review by outside
activities. Use of the alternative method will be
reported to DAAS in conjunction with the nonthly
Servi ce CWI' subm ssion

4.2.4 Alternate Cal culation Justification Requirenent:

Services enploying the alternate cal cul ati on et hodol ogy
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will provide DUSD (L & MR) docunentation that describes the
reasons that the alternate nethodol ogy is being enployed, as
wel |l as the projected date that the Service will begin use
of the primary cal cul ati on net hodol ogy. A copy of the
justification will be retained by the Service for review by
outsi de activities.

4.3 DoD Conbi ned Cal cul ati on Met hodol ogy:
4.3.1 Services' Subm ssion

Each Service will conduct CAT cal cul ations follow ng the
procedures found in Sections 4.1 and 4.2, as applicable.

Services will provide the data in the fornmat found below to

DAAS

CWI' Day Vol une Wei ght ed Per cent Cunul ati ve
of owr Per cent
Request s

0 Nunber of (Day x Vol) (Vol ure/ (Per cent
requests Sum of + previous
with CAT al | day's
= CWI' Day requests) percent)

Cal cul at ed

for

each day

t hr ough

| ast day

with

a request

Each colum will be calculated for each customer wait tine

day fromzero through the |last day that has a custoner wait
time observation for that Service for that nonth

The Vol ume colum and the Weighted colum will be sumed to
calculate the total CWM. The fornula for calculating the
mean CWI will be the sum of the Weighted CAT Contri bution
Col um divided by the sum of the Vol une of Requests Col um.
The total volune of transactions; the cal cul ated Mean OAT;
as well as the days on which 50% 75% and 95% of al

customer requests were received, will be provided separately
to DAAS in the table format required bel ow

Conponent 50% 75% 95% Mean Nunber
of
Transacti ons

Ar ny
Navy
USAF
USMC
Coast Cuard

The 50", 75'" and 95'" percentile will be determ ned by

iterating through the cumul ative percent columm unti
arriving at the first entry in the cumul ative percent colum
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that is equal to or greater than each of the 3 respective
percents and recordi ng the associ ated CWM day for each of
t hose rows.

4.3.2 DAAS' Conbi ned DoD Cal cul ati on:

DAAS will collect Service inputs for CW, conbine themfor
DoD- | evel reporting, and provide the official DoD Custoner
Wait Time report to DUSD(L & MR), the Services, the Joint
Staff/J4, and logistics activities. The DoD-1evel report

wi Il be cal culated by using the sane cal cul ati on et hodol ogy
as the Service subm ssions. The only difference will be
that the Vol ume of Requests columm will be cal cul ated by
sunm ng the individual Service level inputs into a single
DoD sum for each day of CW. Al other calculations remain
t he sane.

DAAS wil | al so continue preparing the current Logistics
Metric Anal ysis Reporting System Whol esal e LRT reports in
order to facilitate Service and DoD-1evel drilldown of
performance of requests within the processes that provide
materi al outside of Service retail systens.

4.3.3 Upon receipt of the DoD Custoner Wait Time report from DAAS,
DUSD(L & MR) will publish and/or report DoD-|evel Custoner
Wait Tinme statistics as required.

Dat a Forwardi ng Requirenents:

5.1

5.2

5.3

Servi ce Forwardi ng Requirenents:

Reporting will be on a nonthly basis. Each Service will submt
its spreadsheet and summary table to DAAS by the 8'" day of the
second nonth after the conclusion of the reporting period. For
exanpl e, subm ssions for the nonth of January are due at DAAS by
the 8'" of March.

DAAS Forwar di ng Requirenents:

DAAS will transmt the DoD summary | evel spreadsheet and results
to DUSD(L & MR), the Services, and logistics activities by the
15'" of each nonth.

DUSD(L & MR) will publish the official DoD summary results as
requi red by congressional and DoD nandat es.

Dat a Retention Requirenents:

Dat a Retenti on:
6.1.1 Services:

The Services will retain the raw data records used to

cal cul ate Custoner Wait Tine for a period of 3 years in a
format that permits outside activities to conduct reviews or
audits of Service calculations. These records should be
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retained in an el ectronic formt.
6.1.2 DAAS:

DAAS will retain the Services forwarded tables and

cal cul ations, as well as the DoD-level tables and

cal cul ati ons conducted by DAAS for a period of 3 years. The
data should be retained in a format that permts outside
activities to conduct reviews or audits of Service or DAAS
cal cul ations. These records should be retained in an

el ectronic format.

6.2 Logi ¢ Retention

The Services shall retain all of the logic used to retrieve,

anal yze and calculate their CAT input for a period of 3 years.

The logic can be stored electronically with the CAT data, but mnust
be in a plain language fornat that facilitates outside review of
CW | ogic and cal cul ations by outside activities.

6.3 Records Availability:

Both the Services and DAAS will nake the retained records of
transactions and logic available to outside activities as
required. Such activities mght include other DoD Conponents;
audit agenci es, and Congressional oversight entities, as well as
ot her governnent and commercial |ogistics research activities that
have been granted proper DoD or DoT approval as appropriate.

7.0 CW Rel ati onshi p to Readi ness:
7.1 Theoretical Relationship
The theoretical underpinnings for relating custoner wait time for
mai nt enance-related itens to material readiness are strong. The
basic rel ati onship of Operational Availability (A,) to custoner
wait time is contained in the fornul ae bel ow
= Up Tine / Total Tine
=Up Tine/ (Up Time + Down Tine)

= Mean Tinme Between Failure
Mean Tine Between Failure + Mean Tinme to Repair

A, = MIBF
MIBF + MITR (less tine awaiting parts) + MSRT

A, = MIBF
MIBF + MITR (less tine awaiting parts) + CA

MIBF = Mean Time Between Failure
MITR = Mean Tinme to Repair
MSRT = Mean Supply Response Tine

CWI = Custoner Vit Tine
(CWI and MSRT are equival ent.)
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7.2 Measured Rel ationship

The real world relationship between neasured Custoner Wait Tine
and Operational Availability (A,) has been shown to be closely
linked to high priority requests for organi zational -l evel materia
ordered in organi zational -1 evel mai ntenance systens. QO her
neasures such as Internedi ate and Depot Repair activities requests
for material have |lagged inpacts on Ajthat are also reflected in
the Organi zational |evel CWM neasurenent. For this reason, the
CWI Committee has chosen to begin neasuring CW using the requests
for maintenance-related material fromw thin the Services

mai nt enance systens.

As a first step toward |linking the CW neasure to readi ness, the
Services will collect applicable readiness rates and CAI
neasurenents each nonth. The collected data will then be anal yzed
to neasure the strength of the relationship between these two
measur es.

To ensure that adequate data is obtained to anal yze, verify, and
understand the rel ati onship between Custoner Wait Tine and

readi ness, no reports will be required until the Services and the
Conmittee have had a chance to discuss the Services’ findings.
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Appendi x A:  CWF Cal cul ati on Exanpl e
A E C u] E
‘weighted Cumulative
1 | CWTDay Wolume CwWT  Percent Fercent
2 0 28462 0 2317 2317
3 1 15467 15467 12.60% FETTH
4 2 224 16445 B.7I 4247
5 3 E231 18843 [T P 4750
B (47T G 18224 s
T [ 4564 2270 A b AR 13
g E AE3 et 459 AT
4 7 LLTh 32734 381K R
10 g 3343 ZETA2 200 BE.2E%
11 ] 2207 19863 .80 E.0E
12 10 2132 21320 1,745 E9.20%
13 11 1751 19261 143 T1.22%
14 12 1667 18634 127+ TE40%
15 13 1694 22087 .38 TIAE
16 4] EIEE L B
17 15 1356 20340 1.0 TEITH
18 1B o -] 15408 0,748 Fr15%
19 17 SEZ 14654 0.7 TrAR%
20 12 oag 15924 072 TEBEM
21 19 a05 162495 0.BE TH2A
22 20 T3 15980 065 TAAEM
23 21 B 20801 0.0 S0.6TM
24 22 TER 1E830 062 8131
25 23 B4 14904 053 8183
Draps 24-93 left blank for iluztration purpozes
101 a3 0 5340 .05 94,8395
102 100 ] RO00 0.04: 4 9335
103 101 43 45345 0.043 9497
104 1 T4z
105 11 A7 [T | 0,05 507
106 104 E1 E344 0.05: A5.12%
[rapz 105-393 left blank for ilustration purpozes
296 294 a 0 .00 1000002
297 295 0 0 0.0 100.00%
898 896 0 0 0.0 100.00%
234 247 a 0 .00 1000002
300 298 0 0 0.0 100.00%
a0 493 0 0 0.0 100.00%
a02 | Total 122,772] 2586871
03
904 Ielean Chw'T) 61—':'?
ank
Additionally, you can see that

Drap 4

Cay14

Dap 102

21.07
Drapz

Thi s exanpl e denonstrates
the CWI cal cul ati ons.

Arow for CAl day is
created for each day,

whet her or not there was a
request that incurred a
wait time of that |ength.

The vol ume columm is the
nunber of requests that
experienced the wait tine
in the CAT day col umm.

The wei ghted CWI col um
reflects the total nunber
of days of CWI that were
generated by all of the
requests in the volune
colum. The cal cul ation
is Volunme x CAT day.

The percent colum is the
percent of the tota

nunber of requests that
were filled on each CAl
day. The formula is

vol une on that day divided
by the sumof all of the
requests.

The cunul ative percent is
the percent fromthe
percent colum for that
day plus the cunul ative
percent fromthe day

bef ore.

The mean CWI is cal cul at ed
by dividing the sumof the
wei ghted CWI by t he sum of
t he requests.

by scanning the cunul ative percent col umm, you

can determine the days wait time associated with the 50", 75" and 95'"
percentiles that are required to be subnmtted on the Service input to DAAS

An exanpl e spreadsheet with these cal cul ations can be found on the CW web
site mai ntai ned by DAAS
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Al ternate CAT Cal cul ati on Met hodol ogy Exanpl e

y, a Service may not
record CAWI' dat a.

may be used as an interimcalcul ation.
cal cul ate CWI using this approach.

be able to capture all
In that case,

CWI' observati ons of

statistical sanpling

Bel ow i s an exanple of how to

A E C ] E F G H |
Sample
fram Sample
Systemn | percent of | System & | System | Combined

CwT A, System & | Extended B Service | Weighted Cumulative
1 Day  Wolume | Waolume Wolume | Wolume | Volume CwT Fercent | Percent
2 1] 53 10872 530 22047 23137 0 377IM AFTIM
3 1 B4 11.79% E40 9076 9716 a716 158a h3.54
4 2 45 2.29% 450 a7h3 4203 2408 B8AX B0.392%
] 3 36 BE2N 360 261 2991 2973 48T EB.2E%
E 4 24 4425 240 2263 2603 10012 408 B934
7 5 23 4245 230 2258 2438 12440 405 T340
8 E a4 B.2E% 340 2234 2674 15444 419 TR
q 7 28 B1E% 280 1872 2152 16064  3H1x= 21102
0 a 21 3ETH 210 1263 1473 11724 240x 2350
11 k] 14 2085 140 211 a51 2664 156 86,052
12 10 14 2585 140 714 254 2540 1400 26452
13 11 12 2215 120 RES [T ThES 1.12% AFATH
14 12 10 1.24% 100 ] E&0 Ta00 1.06% 2863
15 12 11 203 110 a1 E31 2982 113 2976
1& 14 12 2215 120 ] =ikl 170 1.07% 082
17 15 ] 1.66% an 395 435 TR 074 e
18 16 7 1.29% il 240 310 4360 051 9212
14 17 [ 1.10% 1] 243 a0z 5151 0435 9261
20 18 7 1.29% i 207 277 4986 046X 3062
21 14 E 1.10% [=11] 2 281 B339 04X 4352
22 20 g 1.10% &0 223 283 BEED 046 4398
23 21 8 1473 an 2r4 an4 B384 050X 4482
24 22 [ 1.10% 1] 152 212 4664 036 94.82%
25 23 1] 0925 a0 127 177 4071 0.29% 4511
2B 24 ] 0.92% A0 134 184 4416 030 541
27 25 4 0.74% 40 az 132 3300 n22= 563
28 26 3 0562 an 136 1EE 4316 027 95.902%

Draps 27-33 left blank for illustration purposes
41 34 2 0375 20 1] 23 3237 04 98482
42 40 2 037 20 45 EG 2E00 0113 93.592
43 41 2 0375 20 a0 100 41000 08X 9870
44 42 2 0275 20 77 a7 4074 0B 9891
45 43 2 037 20 ET ar a4 0.14% 99.05%
4E 44 2 0375 20 42 1] 2892 0= 99,162
47 45 3 0.552 30 E3 93 4135 015 9931
43 46 2 0375 20 b4 T4 3404 02 9943
43 47 2 0275 20 46 [ Moz 0= 99.54%
50 LL] 2 037 20 EE 86 4128 014 99682
51 43 2 0375 20 7o an 4410 015 99.83%
52 =] 0373 I 4] 105 5260 017 100,002
53 | Total 543 430 Y 55,932 E1362] 236236
ki Sample Tatal
55 | Sz Requests flean Cw'T 4 73
uE Fram Tatal
Syztem & Reguests
From
Sygtem B

If a Service has two
systens that coll ect
CW information,
System A and System
B, and not all of
system A’ s

transacti ons can be
captured, the
Service can compute
the Service CW

i nput by sanpling.

In this exanple, the
Service takes a
sanple from System
A, and cal cul ates
how much of the
sanpl e was
represented at each
day of CWI. Then
that percentage is
nmul tiplied by the
total vol une of
requests in SystemA
to create the System
A extended vol urme

col um.

The System A vol une
is then conbi ned
with the System B
volunme to create the
conbi ned Service
volume. The rest of
t he CWI cal cul ati ons
remai n the sane as
in the Standard CWI
cal cul ati on

nmet hodol ogy.

An exanpl e spreadsheet with these cal cul ati ons can be found on the CW web
site maintai ned by DAAS.
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Appendi x C. Related Instructions & Docunents

Rel ated I nstructi ons & Docunents:

a. DoDl 4140.aa — The governing DoD instruction for Custonmer Wait Tine.

b. DUSD(L) letter dated 15 Decenber 1999 — This letter re-designated the
Logistics Metric Analysis Reporting System Commttee as the DoD Custoner Wit
Tinme Committee.

c. DUSD(L) letter dated 27 March 2000 — This letter reiterates the desire of
DoD | eadership to rapidly nove forward on the inplenentation of Custonmer Wit
Time as a primary neasurenent of DoD | ogistics perfornmance.
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Appendi x D. DoD CWI Committee Menmbers Responsi bl e For This Docunent

Poi nt of Contact |nfornmation:

Arnmy: M. Dave Arensdorf, HQ AMC, (703) 617-9272, DSN 767-9272,
dar ensdor f @qgant. arnmy. m |

Navy: CDR Ji m Hoover, OPNAV N412H, (703) 604-9937, DSN 664-9937,
hoover. j ames@gq. navy. m |

Air Force: M. Janes K Russel burg, HQ USAF/ILSP, (703) 695-4895, DSN 225-
4895, JanmesR@ent agon. af . m |

Mari ne Corps: CAPT Tony Fabi ano, HQMC Code: LPC-3, (703) 695-8926, DSN 225-
8926, Fabi anoAC@qgnt. usnc. m |

Coast Guard: M. Sherry Larkin, USCG (G SLP), (202) 267-1601,
sl arki n@ondt . uscg. m |

DLA: M. Jack Marshall, HQ DLA/J-332, (703) 767-3505, DSN 427-3505,
jack_narshal |l @q.dla. m |

DLMSO M. Jack Carter, J-673 DLMSO (703) 767-0684, DSN 427-0684,
jackie carter@aq.dla. ml

DAAS: Ms. Mary C. Maurer, DAASC SLP, (937) 656-3750, DSN 986- 3750,
maur er @aas. dl a. m |

U S. TRANSCOM MAJ Dave Briggs, TCJ4-BCA, (618) 229-1146, DSN 779-1146,
Davi d. Bri ggs@gq. transcom mi |

DUSD(L & MR): M. Terry Trepal, ODUSD(L&MR)/SCI, (703) 697-4475, DSN 227-
4475, ttrepal @cq. osd. m |

Joint Staff/J-4: LtCol H Brent Baker, Joint Staff/J-4, (703) 697-6849, DSN
227- 6849, bakerhb@s. pentagon. m |
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Appendi x E:  Future CWI Measurenent Categories

Future CWI Measur enent Categories:

The CWI Committee is conmmtted to nmeasuring other aspects of the supply chain
separately from CAT for Miintenance-Related Material ordered in Services’
Organi zati onal Mintenance Systenms. The Conmittee’s planned priorities for

t hese additi onal CW neasures are as follows:

1. CW for Intermediate / Field Repair Activities' requests for
mai nt enance-rel ated materi al

2. CWI for Depot-Level Repair Activities' requests for maintenance-
rel ated materi al

3. CWI for Whol esal e Repl eni shnent of retail-level inventory stock for
mai nt enance-rel ated materi al

4., CWI for Ammunition / Ordi nance materi el

5. O her comodities of supply
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