[image: image4.jpg]




Record of Changes.  

	Record of Changes

	Version
	Effective Date
	Summary

	1.0
	24 April 2014
	Baseline standard process approved by S&P Board on 17 April 2014

	1.1
	1 Sep 15
	Annual review complete; no updates required

	
	

	

	
	
	


Engineering Technical Assistance Requests (ETAR)
1.0 Description.

1.1 The Standard Process for Engineering Technical Assistance Requests (ETAR) provides the methodology to address all requests for technical assistance from AFLCMC program offices by field and depot maintainers.  The standard process is generalized to account for differences in the types of technical assistance requests processes (107 and 202 processes).  Future iterations of this process may add other ETAR processes such as the DLA 339 process.  
1.2 The process described by this document is performed by all organically maintained platforms in AFLCMC.  Several AFLCMC platforms utilize direct OEM support or have CLS/PBL  maintenance concepts.  These platforms have processes unique to their supporting contractor.  While these contractor specific processes are similar in purpose and flow to the organic 107/202 processes, they will not be covered by this standard process.
1.3 A request for technical assistance is initiated when the technical data for a weapons system does not adequately cover a situation encountered by maintenance personnel.  Field maintainers will utilize the 107 process and depot maintainers will utilize the 202 process.  The stakeholders for this process include the maintainers encountering an issue, maintenance planners, quality assurance personnel, members of the system program office (SPO).  

2.0 Purpose. 
2.1 Existing technical data may not adequately cover all situations encountered by maintainers. The purpose of an ETAR is to cover these gaps and consistently and adequately identify, address, and ultimately disposition  requests for technical assistance from field or depot maintainers. 
2.2 A standard Engineering Technical Assistance Request (ETAR) process will aid policymakers, as well as engineering and logistics staff to see gaps in the current processes. This will provide the ability to more easily identify follow-on efficiency opportunities, allowing for time, effort, and cost savings to the end users.  This transformative process will take place over several spirals as synergistic policies and systems come online.  

2.3 Support strategic planning (mission, vision, and objectives).
2.1.1 AFLCMC Objective 2, Deliver Affordable and Effective Product Support

2.1.2 AFLCMC Objective 4, Standardize and Continuously Improve Center Processes
3.0 Potential Entry/Exit Criteria and Inputs/Outputs.
2.2 Entry Criteria:  Customer identifies need for engineering assistance
2.3 Exit Criteria

2.3.1 ETAR rejected as invalid, or
2.3.2 Engineering delivers a dispositioned ETAR package
2.4 Inputs:  
2.4.1 Customer submitted ETAR form

2.4.2 Supporting engineering doumentation related to the issue
2.5 Outputs:  Executed ETAR and Customer notification of the completed task or approved project solution
2.5.1 Rejected ETAR/Customer Notification

2.5.2 Dispositioned ETAR, Work Instruction, and Customer Notification
2.5.3 Notification of Closed-out ETAR 

4.0 Process Workflow and Activities.
2.6 Supplier, Inputs, Process, Outputs, Customer (SIPOC), Table 1.
2.7 Process Flowchart.  The process flowchart below, Figure 1, represents the generalized process for generating and resolving an ETAR.  Roles shown in Figure 1 are described in Section 6.
2.8 Work Breakdown Structure (WBS).  The below WBS, Table 2, provides additional detail for the activity cells in Figure 1.  The MS Excel version of this WBS with more detail is at Attachment 1. 
Revised Table 1. SIPOC
	Suppliers
	Inputs
	Process
	Outputs
	Customers

	Field/Depot Maintainers
	· Related configuration data (TOs, Drawings, etc…)
· Supporting Materials (pictures, descriptions, etc…)
	· Initate
	· Initiated ETAR
	· Depot Planners/ Quality Assurance

	Depot Planners/ Quality Assurance
	· Initiated ETAR
	· Review
	· Accepted ETAR package
	· AFLCMC/AFSC Engineering

	AFLCMC & AFSC

Engineering
	· Accepted ETAR package
	· Disposition
	· Dispositioned ETAR package
	· Depot Planners/ Quality Assurance



Figure 1. Process Flowchart
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Table 2. WBS 
[image: image2.emf]LvlWBSActivity Description OPR Time

1 1.0

Engineering 

Technical 

Assistance 

Request (ETAR) 

Process

The Engineering Technical Assistance Request (ETAR) 

Process is a specific engineering disposition process 

by which engineering assistance requests (107s, 

202s)are generated, executed and tracked through 

resolution.

AFMC

4hr – 45 

days 

2 1.1 Initiate ETAR

Initiate an Engineering Technical Assistance Request 

(ETAR). Gather information, populate an assistance 

request (AR) form, and submit to an assigned 

stakeholder authority. 

Initator: 

Field/Depot Users, 

engineers, 

Equipment 

Specialists, Item 

Managers, Program 

Managers, Sister 

Services, etc…

<1hr

2 1.2

Review and 

validate ETAR

Receive notification of an ETAR. Review ETAR for 

validity and completeness.  If necessary, contact the 

initiator for  clarification. Review prior ETARS that are 

the same and evalutate for inclusion in technical 

order (TO). 

Assigned 

stakeholder 

authority 

<1hr to 5 

days

2 1.3 Review and assign

Review ETAR for validity and completeness.  If 

necessary, contact the initiator for  clarification. 

Assign approved ETARs to an engineer to work the 

disposition.  As a best practice to save non-value-

added time, authority to assign may be delegated to 

engineering.  If the ETAR is not valid then end process 

with ETAR rejection notice. Otherwise move on. 

CE, LE, Designee

2 1.4

Develop 

Disposition/Work 

Instruction

Receive notification that an ETAR has been assigned 

to be worked.  Analyze the request, collect 

information, research appropriate technical 

information/documentation and develop disposition 

instructions.  ETAR may be rejected and returned for 

clarification, non-valid request …etc.

As required, the ETAR process can feed other 

processes.  See 00-25-107/AFMAN21-1 for further  

guidance



Cognizant technical 

authority

<1hr - 45 

days

2 1.5

Review 

Disposition/Work 

Instruction

Review work instruction and/or assistance request for 

completeness and accuracy of work package to 

determine if a risk analysis is required and have all 

the boxes been checked for work to be performed, 

prior to approving the work package.  Depending on 

the nature of the individual ETAR, it may be 

appropriate for an Integrated Product Team (IPT), 

Item Manager (IM) or System Manager Centers to be a 

part of the review process. Review of 

Disposition/work instruction can be rejected and 

returned for rework. See 00-25-107 §2.4.2.3 for 

additional approval processing constraints



CE, LE, Designee

<1hr - 3 

days

2 1.6

Acknowledge and 

accept ETAR 

package

Acknowledge and accept ETAR package. If you accept 

disposition then close out.  If not, then rework as 

necessary. See AFI 21-101 for guidance regarding 107 

ETAR requests. 

Assigned 

stakeholder 

authority 

<1hr - 1 day


5.0 Measurement.
5.1 Process Evaluation:  None.
5.2 Possible Future State metrics:

5.2.1 # Repeat ETARs

5.2.2 Root cause of individual ETARs
5.2.3 Time to complete ETAR
6.0 Roles and Responsibilities.
6.1 AFLCMC/EZP (Process Specification Owner)
6.1.1 Maintain and manage changes to the AFLCMC ETAR Process Specification
6.1.2 Ensure AFLCMC ETAR Process Specification is updated in compliance with AFMC Policy or contract requirements
6.1.3 Collect user feedback on processes and coordinate with process owners
6.2 Process Initiator:  Field or Depot Maintainer
6.2.1 Checks relevant materials for solution to problem

6.2.2 Gather all pertinent data and information to populate the assistance request
6.2.3 Reviews ETAR to ensure problem was fully addressed before acceptance
6.3 Assigned Stakeholder Authority: Quality Assurance Personnel, Maintenance Planners, Industrial Engineering Technicians
6.3.1 Review ETAR package for completeness/correctness
6.3.2 Acknowledge approved package for assistance
6.3.3 Interface between maintenance personnel and engineering support to resolve request
6.4 Chief or Lead Engineer (or designated individual) [perform as required]
6.4.1 Review ETAR package
6.4.1.1 Assign to cognizant technical authority to address request.  Best practice: assigning authority may be delegated to individual engineers

6.4.1.2 Review ETAR resolution for completeness and accuracy
6.4.1.3 Ensures delegated Engineering Approval Authority (EAA) signing ETAR is not the same individual who authored procedures on the ETAR
6.4.2 Review Risk Package 
6.4.3 Work across Centers and Geographically Separated Units (GSUs) to support dispositions
6.4.4 Chief or Lead Engineer may delegate approval authority for specific areas of responsibility (in writing) to one or more individuals
6.5 Cognizant Technical Authority: responsible engineer or equipment specialist [perform actions as required]
6.5.1 Contact requestor, verify problem and associated data

6.5.2 Develop disposition/work instruction

6.5.2.1 Handoff to other processes if required (e.g. TO Update Process)
6.5.2.2 Do not introduce risk until non-risk solutions have been ruled out by CE/LE or Designated Individual
6.5.3 Determine added reviews required (Safety, CM, BEE, etc.) IAW Systems Engineering Plan (SEP)

6.5.4 Develop Risk Package in accordance with (IAW) Program SEP
6.5.5 Review solution with requesting organization if supportability or further instruction is anticipated
6.5.6 Closeout ETAR with CE/LE, or Designated Individual, approval
6.6 Program Management Office (PMO) [perform as required]
6.6.1 Work with lead MAJCOMs to develop cost/schedule for ETARs.
7.0 Tools. 
7.1 Existing 107/202/Contractor systems
7.1.1 CMD 202, B-1 TSC, E-3 AIRWAVE, Propulsion MRB, F202, A-10 202, Auto 202, DRAGONS LAIR, AIRCAT, HAWKSNEST, DESTRAP, VECTOR, …etc.
7.1.2 107 systems, separate from 202 systems
8.0 Training. Current training is dependant on existing system, users guides, and help desks.  Examples include:
8.1 Auto 202 (  Robins Automated AFMC Form 202 User’s Guide
8.2 Command202 (  https://command202.tinker.af.mil/cmd202/
8.3 F202 (  https://cs.eis.afmc.af.mil/sites/ithelp/AFMCSC/Informational%20Services/20%20-%20Logistics/AFMC%20Form%20202%20Automated%20System%20(F202).mht
9.0 Definitions, Guiding Principles or Ground Rules & Assumptions.
9.1 Standard Process: AFLCMC leadership desires a single, enterprise engineering assistance process which integrates the current processes.  This will be a complex process with many stakeholders within and outside of AFLCMC.  Effective change management requires ongoing partnership with all stakeholders.  To effectively implement this vision, the development of the process specification has been broken into manageable spirals. 
9.1.1 Spiral 1 includes 107 and 202 processes as-is
9.1.2 Spiral 2 refined processes complying with AFMC policy updates
9.1.3 Spiral 3 will include 339s (DLA initiated ETARs)
10.0 References to Law, Policy, Instructions or Guidance. 
10.1 AFI 21-101 (26 April 2012) (and AFMC Sup)
10.2 AFMCMAN 21-1 (update pending)
10.3 TO 00-25-107 (15 Aug 2011)
10.4 AFI 63-101/20-101 (7 March 2013)
Attachment 1: MS Excel version of WBS
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WBS Data (new)

		Lvl		WBS		Activity		Description		OPR		Time		Supplier		Input		Output		Customer		Tool		Reference

				WBS #		Short name or title of process, activity, or task (normally start with verb)		Fully describe the activity. Spell out any acronyms or abbreviations in every cell.		Who (org or office) responsible for performing and completing the activity		Number of work days expected to complete the activity		Who supplies the inputs?		Inputs needed to perform the activity		What is produced by the activity?		Who gets the output or product from the activity?		What tool is used to perform or support this activity?		List reference. If appropriate, give specific chapter & paragraph.

		1		1.0		Engineering Technical Assistance Request (ETAR) Process		The Engineering Technical Assistance Request (ETAR) Process is a specific engineering disposition process by which engineering assistance requests (107s, 202s)are generated, executed and tracked through resolution.		AFMC		4hr – 45 days 

		2		1.1		Initiate ETAR		Initiate an Engineering Technical Assistance Request (ETAR). Gather information, populate an assistance request (AR) form, and submit to an assigned stakeholder authority. 		Initator: Field/Depot Users, engineers, Equipment Specialists, Item Managers, Program Managers, Sister Services, etc…		<1hr		Initiator		Information about the issue & assistance needed		Complete Assistance Request (AR) form   		Assigned Review Authority		CAARS, manual/paper document

		2		1.2		Review and validate ETAR		Receive notification of an ETAR. Review ETAR for validity and completeness.  If necessary, contact the initiator for  clarification. Review prior ETARS that are the same and evalutate for inclusion in technical order (TO). 		Assigned stakeholder authority 		<1hr to 5 days		Initiator		ETAR		Assigned ETAR		Engineer

		2		1.3		Review and assign		Review ETAR for validity and completeness.  If necessary, contact the initiator for  clarification. Assign approved ETARs to an engineer to work the disposition.  As a best practice to save non-value-added time, authority to assign may be delegated to engineering.  If the ETAR is not valid then end process with ETAR rejection notice. Otherwise move on. 		CE, LE, Designee

		2		1.4		Develop Disposition/Work Instruction		Receive notification that an ETAR has been assigned to be worked.  Analyze the request, collect information, research appropriate technical information/documentation and develop disposition instructions.  ETAR may be rejected and returned for clarification, non-valid request …etc.
As required, the ETAR process can feed other processes.  See TO 00-25-107/AFMAN21-1 for further  guidance
		Cognizant technical authority		<1hr - 45 days		Stakeholder authority		ETAR		Disposition/ work instruction		Initiator

		2		1.5		Review Disposition/Work Instruction		Review work instruction and/or assistance request for completeness and accuracy of work package to determine if a risk analysis is required and have all the boxes been checked for work to be performed, prior to approving the work package.  Depending on the nature of the individual ETAR, it may be appropriate for an Integrated Product Team (IPT), Item Manager (IM) or System Manager Centers to be a part of the review process. Review of Disposition/work instruction can be rejected and returned for rework. See 00-25-107 §2.4.2.3 for additional approval processing constraints
		CE, LE, Designee		<1hr - 3 days		Cognizant technical autority		Disposition or work instruction		Approved work package

		2		1.6		Acknowledge and accept ETAR package		Acknowledge and accept ETAR package. If you accept disposition then close out.  If not, then rework as necessary. See AFI 21-101 for guidance regarding 107 ETAR requests. 		Assigned stakeholder authority 		<1hr - 1 day												AFI 21-101































































WBS Excerpt for Word (new)

		Lvl		WBS		Activity		Description		OPR		Time

		1		1.0		Engineering Technical Assistance Request (ETAR) Process		The Engineering Technical Assistance Request (ETAR) Process is a specific engineering disposition process by which engineering assistance requests (107s, 202s)are generated, executed and tracked through resolution.		AFMC		4hr – 45 days 

		2		1.1		Initiate ETAR		Initiate an Engineering Technical Assistance Request (ETAR). Gather information, populate an assistance request (AR) form, and submit to an assigned stakeholder authority. 		Initator: Field/Depot Users, engineers, Equipment Specialists, Item Managers, Program Managers, Sister Services, etc…		<1hr

		2		1.2		Review and validate ETAR		Receive notification of an ETAR. Review ETAR for validity and completeness.  If necessary, contact the initiator for  clarification. Review prior ETARS that are the same and evalutate for inclusion in technical order (TO). 		Assigned stakeholder authority 		<1hr to 5 days

		2		1.3		Review and assign		Review ETAR for validity and completeness.  If necessary, contact the initiator for  clarification. Assign approved ETARs to an engineer to work the disposition.  As a best practice to save non-value-added time, authority to assign may be delegated to engineering.  If the ETAR is not valid then end process with ETAR rejection notice. Otherwise move on. 		CE, LE, Designee

		2		1.4		Develop Disposition/Work Instruction		Receive notification that an ETAR has been assigned to be worked.  Analyze the request, collect information, research appropriate technical information/documentation and develop disposition instructions.  ETAR may be rejected and returned for clarification, non-valid request …etc.
As required, the ETAR process can feed other processes.  See 00-25-107/AFMAN21-1 for further  guidance
		Cognizant technical authority		<1hr - 45 days

		2		1.5		Review Disposition/Work Instruction		Review work instruction and/or assistance request for completeness and accuracy of work package to determine if a risk analysis is required and have all the boxes been checked for work to be performed, prior to approving the work package.  Depending on the nature of the individual ETAR, it may be appropriate for an Integrated Product Team (IPT), Item Manager (IM) or System Manager Centers to be a part of the review process. Review of Disposition/work instruction can be rejected and returned for rework. See 00-25-107 §2.4.2.3 for additional approval processing constraints
		CE, LE, Designee		<1hr - 3 days

		2		1.6		Acknowledge and accept ETAR package		Acknowledge and accept ETAR package. If you accept disposition then close out.  If not, then rework as necessary. See AFI 21-101 for guidance regarding 107 ETAR requests. 		Assigned stakeholder authority 		<1hr - 1 day
































































