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1. GENERAL

1.01 This section outlines procedures used to
originate and process Engineering Com-
plaints in regards to certain telecommunications

products manufactured outside the Bell System,
otherwise referred to throughout this practice as
General Trade Products (GTP).

1.02 It is reissued to update practices and in-
structions in accordance with organizational
changes in Pacific Company (PAC).

Note: Marginal arrows used to denote changes
are omitted.

1.03 Engineering Complaints may be issued for

any GTP except those which are manufac-
tured for Western Electric (WE). Also, this pro-
cedure is not used for products purchased by WE for
Pacific Company use. The source of the product can
be determined by whether it is listed in the GTP
Catalog or by its designation (W) in the Standard
Supplies Catalog.

1.04 The General Trade Engineering Complaint

(GTEC) Program is administered by the
GTP Administrator. The Administrator is the
primary interface between the Company and the
AT&T-Bell System Purchased Products Division
(BSPPD) and/or GTP vendors for GTEC matters.
The GTP Administrator for Pacific Company (PAC)
(includes Nevada Bell) is the:

District Purchasing Manager
140 New Montgomery, Room 226
San Francisco, CA 24105

1.05 Operating Companies issue GTECs to re-

port unsatisfactory conditions and improper
performance of products. They are a means of re-
questing an investigation and resolution of the
reported difficulties with GTPs. GTECs are used to
assist in resolving product performance problems,
to evaluate product performance and, where ap-
propriate, assess the adequacy of quality inspection
programs. The GTECs are not used, however, to re-
quest repair, replacement, or credit from the sup-
plier for the product (see Part 2).

NOTICE
Not for use or disclosure outside the
Bell System except under written agreement

Printed in U.S.A.
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SECTION 010-700-011PT

1.06 Reporting and processing of a GTEC is
similar to the procedures described in Sec-
tion 010-700-010PT, as modified by the procedures

specified here.

2. USE OF GENERAL TRADE ENGINEERING
COMPLAINTS

2.01 GTECSs shall be used to report factual infor-
mation about product performance.
202 GTECs should be issued to cover GTPs

which:
¢ Do not function as they.should
* Fail to meet a specified requirement

e Fail in a relatively short period of time, or ex-
cessive quantities are inoperative when re-
ceived

¢ Require excessive field maintenance
¢ Result in a fire or safety hazard
* Repetitive damage due to improper packaging.

203 GTECs may also be submitted for:
¢ Obvious drawing and typographical errors in
the suppliers technical documentation.

¢ Installation errors found after turnover when
installation is done by the supplier.

* Product repaired or reconditioned by the sup-
plier, which are in the category of 2.04.

® Significant problems with supplier-provided
documentation.

2.04 GTECs shall not be used to enter claims
against a supplier (ie, they shall not be used
to request repair, replacement, or credit for defec-
tive products). Defective products may be returned
to the supplier under the terms and conditions of the
contract governing warranty and cut-of-warranty
repair and return.
205 Occurrence of initial or in-service product
failures at normally expected frequencies
should not be cause for initiating GTECs. The
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return and repair under these situations is con-
sidered a normal supplier interface which need not
involve GTEC reporting. However, if the number of
failures is excessive, or if reasonable service life has
not been achieved, a GTEC should be submitted in
addition to pursuing repair, replacement, or credit
from the supplier.

2.06 The procedures outlined in this section do
not pertain to:

® Products manufactured by WE or products
purchased through WE. A

¢ Shipping or billing discrepancies and products
found to be damaged on receipt (where the
product was obviously damaged in transit).
These shall be handled in accordance with the
governing contract. Repetitive damage due to
inadequate packaging, however, should be
covered by a GTEC.

s Local modification of the supplier’s arrange-
ments.

¢ Products that fail due to improper use or
handling by the Telephone Company (TELCo).

¢ Requests for new designs or features.
* Employee suggestions.

¢ Repairs made by an organization other than
the supplier when the repair order is not
entered through the supplier.

3. ORIGINATING GENERAL TRADE ENGI-
NEERING COMPLAINTS

3.01
organization which encounters the com-
plaint condition, generally the plant or engineering
organization.
3.02 Form E-5141 is to be used for reporting de-
tails of a GTEC and should be completed in
accordance with these instructions, except where
special routines apply (see Part 8). It must contain
only factual information about such product. Infor-
mation required on the form is similar to that
described in Section 010-700-010PT, as modified by
the following procedures.

GTEC reports should be originated by the .
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3.03 The GTP Administrator, in conjunction

with other appropriate Engineering persons
involved, have final responsibility for determining
that the GTEC is valid, assigning a number to it,
and forwarding it in accordance with Part 4 of this
section.

3.04 Before a GTEC form is prepared, the origi-

nator must be reasonably certain that the
defect and related conditions meet the requirements
that have been outlined in Parts 1 and 2. Also,
he/she must be reasonably certain that all applicable
current instructions for installing, operating, and
maintaining the product involved have been ap-
plied.

3.05 The GTP Administrator will assign the

GTEC number. The number will consist of
seven characters: three alphas and four numerics.
The three alphas identify issuing Company and
District. The first numeric will be the final digit of
the current year. (See 4.03 for obtaining GTEC
numbers.)

Preparation/Routing of Form E-5141 (Exhibit 1)

3.06 The person originating the GTEC should
complete blocks numbered 1 through 10
{Exhibit 1).

3.07 The form may be prepared by any employee
and approved by any responsible super-
visor, in accordance with local procedures.

3.08 Type (preferably) or print legibly in the ap-
propriate space provided on Form E-5141.

3.09 The GTEC shall be routed to the GTP co-
ordinator in accordance with local pro-
cedures and those shown in Fig. 1 or 2.

4. PROCESSING GENERAL TRADE ENGINEER-
ING COMPLAINTS

Technical Support Staff

4.01 The terms Network, Motor Vehicles, Busi-

ness, Residence, and Public Services denote
the staff organization(s) which provides direct
technical support to its coordinate operating (line)
organizations. The functions which the technical
support staff performs with respect to GTECs are
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similar to those outlined in Section 010-700-010PT.
Note that in the Network segment, Technical sup-
port is the responsibility of the Maintenance
Engineering District.

4.02 The Technical Support Staff organization

receiving a GTEC should process it accord-
ing to Section 010-700-010PT and the guidelines in
Part 6 of this section. If the matter is not a proper
subject for a GTEC (see Part 2), a reply advising the
originator of this should be sent without delay. If
the GTEC is ‘“‘closed”, a copy of the closed com-
plaint should be sent to the GTP Coordinator (see
Part 6).

4.03 The GTP Administrator should be .con-

tacted to obtain a GTEC number, and items
12 through 16 of Form E-5141 should be completed.
The telephone number for obtaining GTEC numbers
is (415) 542-4725.

Engineering

4.04 The term Engineering denotes the organiza-

tion assigned maintenance engineering
responsibilities for the particular category of plant
or service. The functions which Engineering per-
forms with respect to GTECs are similar to those
outlined in Section 010-700-010PT.

4.05 Processing of GTECs by Engineering should

begin as soon as possible after their receipt
from the Technical Support Staff and generally be
completed within 5 working days. The staff should
be notified of the intended disposition of the report
and also advised if the processing time is to be ex-
tended beyond the normal interval because of the
need for further investigation. In any event, the pro-
cessing through Engineering should be completed
within 30 calendar days.

4.06 Engineering should complete the applicable

portion (items 17 through 28) of Form
E-5141 (see Exhibit 1). The name of the responsible
Engineering district level must be typed or printed
on line 28.

4,07 The responsible Engineer should survey

other locations within the area using similar
product. If any of those locations have product ex-
hibiting symptoms similar to those being reported
in the GTEC, the information should be noted on the
form (item 21).

Page 3



SECTION 010-700-011PT

BUSINESS & MOTOR VEHICLES

I
I
I
I
|
I
I
I
I
I
I
|
I
I

RESIDENCE & PUBLIC SERVICES

AT&T
BSPPD
3
‘
GTP
ADMINIS-
TRATOR
L3
*I 1
' 4
ECC 1t
1ECCs LISTED IN
ENGINEERING TABLEA
T
1
1
Fe————f— e e e 7
I |
1
| |
|
v i
TECHNICAL |
SUPPORT
STAFF |
T |
! v
v
oa:cmnga
ORIGINATOR PUBLI
(RESIDENCE} SERVICES)

NETWORK SEGMENT
AT&T
85PPD
]
i
GTP *
ADMINiS- ecc
TRATOR
1)
!
'_ ——— ————— —————— -
A 4
ENGINEERING *
r ACTION
! ENGINEERING
: COMPLAINT
! FINAL .~ = —mm
| REPORT
| INFORMATIONAL *
| coPY
i
h 4
ORIGINATOR

GTEC Processing — for products for which there is

a Product Evaluation Report (PER) or an AT&T Contract

Fig. 1

RESIDENCE & PUBLIC SERVICES

AT&T
BSPPD
T
1]
i
L 4
oMINIS. g = _ _ o
ADMINIS-  |g— — = — — — ] EcC t
TRaTOR [ %
* T
i
[ ———— e ——— -4
A J
ENGINEERING *
3 T ACTION
! ENGINEERING
v COMPLAINT
TECHNICAL EINAL e e e I
SUPPORT REFORT
STAFE INFORMATIONAL 3
T COPY
t
A 4
ORIGINATOR
BUSINESS & MOTOR VEHICLES
SUPPLIER
k T
|
1
1
1
\ J
aTP
ADMINIS- ECC t
TRATOR [— — = — — —]
* T
1
i
o —————— 4
i
L, 2| *
ACTION
ENGINEERING ENGINEERING
GOMPLAINT
H FINAL
} REPORT = — == ———
i INFORMATIONAL
| COPY *
2
TECHNICAL
SUPPORT
STAFF
1
|
t
i
|
h 4
ORIGINATOR l

Page 4

SUPPLIER
F T
TP i
ADMINIS-
TRATOR ]
) :
! i
| J
* \ |f"
i
i 1
ECC t
L]  ECCs LISTED IN
ENGINEERING TABLE A
H
i
JUUUR ISP S —— -—
r N
' |
]
' |
. c
TECHNICAL {
SUPPORT |
STAFF
Y |
! {
i
! ¥
i
ORIGINATOR
ORIGINATOR BLIC
{RESIDENCE} SERVICES)

I
|
I
I
I
I
I
I
|
I
I
I
|
I
|
l
|
I

NETWORK SEGMENT
SUPPLIER
H
1
|
1
|
i
\ 4
ADMIIS
A e —— e — ] ecc t
* 1
3
t
e ————————— J
]
v | *
ACTION
ENGINEERING ENGINEERING
COMPLAINT
FINAL . _
REPORT

v

ORIGINATOR

GTEC Processing — for products not covered by a
Product Evaluation Report (PER) or an AT&T Contract

Fig. 2

INFORMATIONAL 4
COPY



4.08 Samples or photographs of the defective

product may be desirable. If available,
photographs should accompany the GTEC. Samples
should be held for instructions. Indicate in item 23
where the complaint samples are being held (see
Part 7).

4.09 Any supporting information obtained from

investigation, or from discussion with the
Technical Support Staff or the originator, should be
added or attached. The form should be reviewed to
see that it includes other information which may be
needed and that the report includes appropriate in-
formation. Any additional information available
concerning the extent or severity of the trouble con-
dition should be added. The form should be signed, a
contact telephone number provided, and the for-
warding date shown.

4.10 The GTEC (original) should be forwarded to

the GTP Administrator for processing, with
a copy to the ECC. A copy of the GTEC should be
retained for Engineering files, in accordance with
Part 6. Each district should maintain a separate log
of GTECs, for their own record, using Form
CE-2346 (see Section 010-700-010PT).

General Trade Product Administrator

4.11  The GTP Administrator should assure that

the GTEC is properly prepared. The coor-
dinator should also assure that all necessary sup-
porting information and, if appropriate, product
samples are available.

412 The GTP Administrator should maintain a

file of all GTECs in accordance with Part 6.
The Administrator will maintain a log of GTECs
using Form CE-2346 (see Section 010-700-010PT).
Copies of the GTEC Log will be forwarded at the
end of each quarter to the headquarters Engineering
Complaint Coordinators (ECC) as a cumulative
status report of GTECs.

4.13 When the GTP Administrator is satisfied

that the complaint condition is properly
documented and substantiated, the GTEC should
be forwarded in accordance with the following.

(a)} GTECs on products purchased under AT&T

contracts or which are covered by Product
Evaluation Reports (PER) are forwarded to the
AT&T — BSPPD. An informational copy should
be sent to the appropriate ECC. (See 8.09 and Fig.
‘1))

ISS B, SECTION 010-700-011PT

(b} GTECs on other GTPs are forwarded to the
appropriate ECC. (See Fig. 2 and 3.09.)

Note: The ECCs are listed in Table A.

AT&T — Bell System Purchased Products Divi-
sion Procedures

4.14 Upon receipt of a GTEC from the GTP Ad-

ministrator, the BSPPD will review the
complaint for adequacy of information and com-
pleteness. Each complaint will then be classified and
assigned to an appropriate organization for answer-
ing. At this time, appropriate information from the
complaint will be sent to the supplier, whether or
not a formal investigation by the supplier is re-
quested.

4,15 Receipt and disposition of the GTEC will be
communicated to the OTC through a formal
acknowledgment from the BSPPD.

416  General Trade Reports will be classified as
follows:

Class 1 — The reported difficulty appears to be a
major design deficiency which may af-
fect product evaluation results. It
therefore warrants investigation or ac-
tion by the BSPPD Technical Services
Group. All reports involving safety or
fire hazards are considered to be in this
category.

Class 2 — The reported difficulty warrants in-
vestigation or action by the supplier
only (ie, no formal investigation or ac-
tion by AT&T or its agents is required,
beyond review of investigation or ac-
tion results from the supplier).

Class 3 — The reported difficulty appears to be
caused by manufacturing or quality
problems. It therefore warrants in-
vestigation or action by BSPPD and/or
its agents for engineering and inspec-
tion, including WE-Purchased Prod-
ucts Engineering and Purchased Prod-
ucts Inspection organizations.

417 The BSPPD will inform the GTP Admin-

istrator of the disposition instructions for
any samples being held in connection with a specific
GTEC.
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4.18 The BSPPD will provide monthly reports to
the GTP Administrator, indicating the
status of their company’s open GTECs.

Engineering Complaint Coordinator Procedures

419 Upon receipt of a GTEC from the GTP Ad-

ministrator, the ECC will review the com-
plaint for adequacy of information and com-
pleteness. The complaint will then be assigned to
the appropriate headquarters organization for in-
vestigation and answering.

4.20 The investigating organization will forward
the complaint to the GTP supplier for for-
mal investigation when required. Information from
the complaint may also be forwarded to the supplier
even though formal investigation is not required.

4.21 The investigating organization will consult

with and keep the GTP Administrator in-
formed regarding any written or verbal communica-
tion with the supplier involving a GTEC.

422 The ECC will inform the GTP Adminis-
trator of the disposition instructions for any
samples being held in connection with a GTEC.

5. FINAL REPORT OF INVESTIGATION

5.01 Upon completion of the investigation of a

GTEC, a final report of investigation will be
written by AT&T or the ECC as appropriate. Final
reports will be written as soon as it has been
established that:

o The reported condition is understood.

e The cause for the condition has been deter-
mined.

e The corrective action, if any, will be im-
plemented. ’

5.02 The final report will contain a technical

evaluation of the reported problem and a
recommended solution, if one is required. The report
will also give disposition of complaint samples when
any are involved. The final report may, when prac-
ticable, consist of the GTP supplier’s report on the
results of their investigation. -
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5.03 The GTP Administrator will forward final
reports received from AT&T-BSPPD to the
ECC for review.

5.04 The ECC will transmit final reports to the
originating Engineering District with a
copy to the GTP Administrator.

5.05 Engineering will transmit final reports to
the Technical Support Staff or the
originator, as appropriate. (See Fig. 1 and 2).

5.06 Upon receipt of a final report, both the Tech-

nical Support Staff and Engineering should
review its contents to ensure that it is appropriate.
If the disposition does not appear satisfactory, the
staff should confer with engineering to reach a
mutual agreement,

5.07 If the Technical Support Staff and Engi-
neering are not in agreement with the final
report, the matter should be discussed with the GTP
Administrator. If concurrence cannot be obtained
the final report should be returned to BSPPD/ECC
by the GTP Administrator, stating the reasons for
rejection. The report will be returned to the in-
vestigating organization for further study.

5.08 The Technical Support Staff will transmit
final reports to the originator.

6. GTEC CLOSURE AND FILING — PROCE-
DURES

6.01  Distribution copies of GTECs shall only be

made for the purpose of submitting the
GTEC through the process described in Parts 3, 4,
and 5. No other copies or distribution of GTECs or
final reports of investigation shall be made.

6.02 All GTECs must be formally “closed” via a

written final report of investigation. This
applies to any GTEC which has been originated,
regardless of the point of origination and the degree
to which the GTEC has been processed.

6.03 The organization which terminates the

GTEC submittal process is responsible for
“closing’’ the report. For example, if the technical
support staff or engineering terminates the proces-
sing of a GTEC and the GTEC is therefore not sub-
mitted to AT&T/ECC, the party terminating the
submittal process must prepare the final report of
investigation.



6.04 Al copies of closed reports shall be physi-

cally attached to the associated Final Re-
port of Investigation. A copy of closed reports shall
be sent to the GTP Administrator, when the GTEC
is closed by any organization.

6.05 Copies and files of GTECs shall be limited to

those which are essential to the administra-
tion and resolution of GTECs. Copies and files shall
not exceed those specified in Parts 3 and 4 (ie, one
file in technical support staff, one in engineering,
one for the GTP Administrator and one for the
ECC).

6.06 The GTP Administrator is responsible for
assuring compliance with these closure, dis-
tribution, and filing requirements.

7. SELECTION AND HANDLING OF COM-
PLAINT SAMPLES

7.01  Samples of the defective product, which ad-

equately illustrate the report condition, may
be required for a thorough investigation. This is
especially true if the defective product results in per-
sonal injury or is the cause of a fire or safety hazard.

7.02 The identity and integrity of the sample

should be maintained. The defective product
or sample should be suitably tagged to identify and
associate it with the GTEC. The originator should
retain the sample until disposition instructions are
received from the BSPPD/ECC.

Note: If samples are required to complete an in-
vestigation and none are available, the GTEC will
be closed. A new GTEC may be originated when
samples are available,

7.03 Before shipment, the defective product

must be carefully packaged to prevent
damage in shipment and destruction of valuable
evidence. Storage and shipment must be in full ac-
cordance with commeonly accepted safety precau-
tions.

7.04 Samples submitted to AT&T may not be re-
turnable. Notice of disposition to the OTC
will state how long samples will be held and it they
can be returned. When appropriate, disposition in-
structions will also indicate any accounting consi-
derations associated with the complaint samples.
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8. SPECIAL PROCEDURES
Consumer Product Reports

8.01 In addition to issuing a GTEC, Consumer
Product Reports (CPR) should be issued in
accordance with the Consumer Product Safety Act
(CPSA) of 1972, to report product hazards to consu-
mers. Reporting and processing of CPRs are de-
scribed in Section 010-700-010PT, Appendix 1.

TABLE A

ENGINEERING
COMPLAINT COORDINATORS (ECC)

NETWORK SEGMENT ECC (except Network Dis-
tribution):
District Staff Engineer — Maintenance Systems
85 Second Street, Room 450
San Francisco, CA 94105
Contact Tel No: 415-542-0993

NETWORK DISTRIBUTION ECC:
District Staff Manager — Outside Plant Con-
struction
85 Second Street, Room 510
San Francisco, CA 94105
Contact Tel No: 415-542-7419

MOTOR VEHICLES ECC:
District Staff Manager — Motor Vehicles
370 — 3rd Street, Room 653C
San Francisco, CA 94107
Contact Tel No: 415-542-3831

BUSINESS SEGMENT ECC:
District Staff Engineer — Premises Engineer/
Nonswitching

85 2nd Street, Room 412
San Francisco, CA 94105
Contact Tel No: 415-542-9069

RESIDENCE SEGMENT ECC (except Public Ser-
vices):
District Staff Manager — Residence I&M Support
220 Montgomery Street, Room 786
San Francisco, CA 94104
Contact Tel. No: 415-954-9525

PUBLIC SERVICES ECC:
District Staff Manager — Methods and Opera-
tions ,
65 Battery Street, Third Floor
San Francisco, CA 94111
‘Contact Tel. No: 415-954-9354

Page 7



SECTION 010-700-011PT
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INSTRUCTIONS FOR COMPLETING
ENGINEERING COMPLAINT FORM

(Type or Print Legibly)

The following instructions for completing the "QORIGINATOR" portion of the engineering
compiaint (EC) form on the reverse side cover only those items which are felt may need
further explanation. BSP Section 010-700-010 contains the complete instructions for
submitting complaints. An attempt should be made to furnish all information.

1. This EC should cover only one type of defective product although any number of
items of the same type may be included in the complaint. The complete correct
name (or approved abbreviation) and product number should be supplied.

1E. This entry should be used for code of apparatus such as telephone sets, data sets
or other units designated as apparatus. Also, loose component parts such as
capacitors, resistors, transistors, etc., not used as a part of any specific ap-
paratus should be listed here. Copy Date Code just as it is stamped on item.

1F. This entry refers to apparatus that is used on equipment or other apparatus. When
this entry is used, an entry should be made in either 1B, 1C or 1E, to show where
the apparatus was being used. Copy Date Code just as it is stamped on item.

2. Cﬁe;k the appropriate box whether or not EC is reporting fire or safety hazard con-
dition. (If hazard is being reported, notify supervisor immediately; condition
should then be corrected to prevent accidents or disruption of service.)

3. Enter the system which broadly categorizes where the product under complaint was
being used when it failed, e.g., announcement systems, PBX-770, data sets,
crossbar No. 5, T-carrier, 806 power plant, station coin telephone set, etc.

4, Give the name and address of central office or other location where the defect
occurred.

5. Make the appropriate entry. If manufacturer is other than WE, specify the name
of the manufacturer, if known.

6A. Enter here only the number of units that are defective.

6B. Show here the number of similar units that are in service at the location where the
defect occurred.

8. In this space enter a concise, accurate and complete description of the difficulty.
Attempt to anticipate all the questions that may be asked by anyone reviewing the
complaint. Accuracy and completeness are more important than brevity. If necessary,
the description may be continued on additional pages (not Form E-5141). Additional
pages or attachments should be stapled to this form.

Include description of any hazardous or service reaction events preceding failure,
actions taken during troubleshooting, complete description of failed tests, or any-
thing else that may help the investigator understand and resolve the problem.
Attach explanatory sketches, drawings or photographs if they are available.

- For product of outside manufacturer purchased through WE, furnish complete name-
plate data and WE inspection number if available.

- For storage batteries,furnish service history of individual cell voltage and
specific gravity readings for entire string.

- For product that contains serial number, include that number.

- For cable, furnish WE reel and requisition number. Where field repairs have been
made, furnish a breakdown of all costs incurred in the repair operation.

- For teletypewriter apparatus, completely identify all parts and units involved;
give BSP Section, TTY Bulletin or "S" specifications involved.

- For electron tubes,show circuit application; give a reasonable estimate of sgrvice
1ife and show serial number if there is one. If there is no serial number,list
them numerically and tag each tube with corresponding number.

9. If condition was corrected locally, briefly describe the technique used. Attach
explanatory sketches, marked drawings or photographs if they are available. )

1G. This entry should contain the name of the individual who actually discovered the
problem being reported. R

11. The form should be reviewed and approved in accordance with established OTC
procedures.

NOTE: Instructions for completing the Staff and Engineering portion of this form
can be found in BSP Section 010-700-010.

Instructions for Completing Engineering Complaint Form E-5141
Exhibit 2
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