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files.
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1050.1) with SPAs/CWCs (and MPG 1230.1);
Enhanced/ nodi fied control of Quality Records
(see Para. 2.1.4) by the Project Ofice;
Clarified the definition of Servicing; and
Nonencl at ur e updat es.

Added | anguage to paragraphs as follows to
Revi si on B 5/31/01 ensure adherence to | SO 9001/ 2000:

1 — CGoal identified

— Added MPG 8730.5, Control of |IMTE

— Added MPG 4000.1, Control of CSP
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Added MW 1280.7, Quality Coment System
— Verification Augnentation

— Enphasi ze derived requirements
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— Enhance Custoner Feedback Process
Enhance Conti nuous | nprovenent Process
— Enhance Custoner Feedback Process

— Enhance Custoner Feedback Process

— Enhance | nprovenent Process
Devel op/ revise Servicing Plan based on
cust omer feedback, prior/ongoing servicing
activities, validation/revalidation

requi renents, and control of CSP

3.3 — “Revise” enhances Continual |nprovenent
3.4 — “Revise” enhances Continual |nprovenent
3.5 — Enhanced Custoner Feedback Process and
performvalidation/revalidation activities

3.9 — Enhanced Custoner Feedback Process

3.10 — Enhanced Custoner Feedback Process

3.11 — Enhanced Continuous | nprovenent Process
3.12 — Enabl ed “repeated” servicing activities
4.4 — Enhanced Custoner Feedback Process

5- Mbdified based on changes in sections 2 and 3
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Added | anguage to strengthen understandi ng of
Revi si on C 5/ 12/ 03 servicing and validation and to inplenent

requi renents of Aerospace Standard (AS9100).
Changed “Quality Record(s)” to “Record(s)

t hroughout. Changed “Quality Conment Fornf to
“Cust omer Feedback Forni throughout. Corrected
directive nunbers and references to MPG 1280. 2
and MAF 1280. 2 t hroughout. Changed NCRs and
nonconf or mance reports to nonconformances

t hroughout. Expanded Para 1.1.2 re definition of
MSFC as servicing location. Deleted Para 1.1.3
re NCR. Changed Para 1.2.1 re requirements for
servicing. Expanded Para 1.2.2 re Servicing
definition. Added Para 1.2.3 re validation.
Added Para 2.1.1.1 re Process Control. Changed
Para 2.1.1.2 re service performed outside MSFC
Changed Para 2.1.2.2 re servicing work
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transferred outsi de MSFC. Added Para 2.1.2.3 re
AS9100. Added Para 2.1.2.4 re AS9100. Added Para
2.1.2.5 re AS9100. Changed Para 2.1.4 re

Cust omer Feedback. Changed Para 3.2 re Servicing
Pl an as part of Project Plan. Ensure Servicing
Plan is a controll ed docunent (not quality
record). Change Para 3.4 re repair schenmes and
requi renents driving servicing. Added Para 3.6
re In-service Data collection and anal yses.
Added Para 3.11 re actions taken for post-
delivery problenms. Changed Para 3.12 re custoner
f eedback requirenents. Changed Para 4.3 re forns
requi renents. Changed Para 4.4 re records
definition and types. Changed Para 5 to reflect
Para 3.
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PREFACE

P.1 PURPCSE

The purpose of this Marshall Procedures and Cuidelines directive
(MPG is to establish a consistent nmethod for the identification,
performance, verification, and reporting of specified servicing
requirenents. The goal, at a mnimum wth respect to the
Custoner, is to satisfy the agreed-to custoner requirenents, to
obtain feedback fromthe customer as to satisfaction.

| rpl enentation of this procedure will satisfy the requirenents of
t he “Marshal |l Managenent Manual” (MW, MPD 1280.1

P.2 APPLICABILITY

This MPG applies to all Marshall Space Flight Center (MSFC)
organi zations involved in the servicing of hardware and/or
sof t war e.

P.3 AUTHORI TY

MPD 1280.1, “Marshall Managenent Manual”

P. 4 APPLI CABLE DOCUMENTS

a. MPG 1230.1, “Center Resources Managenent Process”

b. MPG 1280.2, “Process Control”

c. MAN 1280.2, “MSFC Custoner Feedback Systent

d. MPG 1440.2, “MSFC Records Managenent Progrant

e. MG 4000.1, “Control of Customer-Supplied Product”

f. MPG 7120.1, “Program Project Planning”

g. MA 7120.4, “Docunentation Preparation, Prograns/Projects”

h. MPG 8040.1, *“Configuration Managenent, NMSFC
Pr ogr ans/ Proj ects”

i. MPG 8730.5, “Control of Inspection, Measuring, and Test
Equi pnent”

P.5 REFERENCES

None
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P. 6 CANCELLATI ON

MPG 1280. 7B dated May 31, 2001

Oiginal signed by
Axel Roth for

A. G Stephenson
Di rector
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DOCUMENT CONTENT
1. DEFI N TIONS
1.1 Acronyns
1.1.1 MPG  Marshall Procedures and Gui delines.

1.12.2 WMSFC. Marshall Space Flight Center. Wen herein
designated as an entity by which servicing is planned, perforned,
and/ or managed or designated as a location relative to where
servicing is perfornmed, the term MSFC includes all MSFC
controlled | ocations such as MSFC itself and any MSFC Resi dent
Ofice.

1.2 Definitions

1.2.1 Process Qperator (PO. The PO is responsible for
performng the servicing activity, any del egated inspections, and
docunenting results, in accordance with approved organi zati onal

i ssuances and ot her requirenents.

1.2.2 Servicing. A maintenance activity perfornmed by MSFC on a
product (i.e., hardware and/or software) that had been delivered
to an outside custonmer, which had been agreed to as part of the
contract to design, devel op, produce, or maintain the product.

1.2.2.1 That is, MSFC has responsibility for planning,

devel opi ng procedures, perform ng operations, and/or resolving
nonconf ornmances with respect to the servicing activity, pursuant
to a prior agreenment (i.e., contract) with the custoner.

1.2.2.2 Note that the location of the product to be serviced may
be outside the physical confines of MSFC. Servicing differs from
MSFC s “Provision of Services” to an outside customer (under a
contract separate from product delivery contract) in that the
servicing activities were agreed with the custoner prior to
product delivery and are |linked to that particul ar product.

1.2.3.3 Note therefore, that servicing is anal ogous to

mai nt enance work on a vehicle, regardless of |ocation of that
vehicle, perfornmed as under a pre-arranged warranty that custoner
had obtai ned from manufacturer (or 3'% party) prior to

acqui sition of the vehicle.

1.2.3 Validation. Proof, by exam nation of objective evidence
(i.e., records and docunentation), that the product acconplishes
t he intended purpose. Validation is perforned to ensure that the
product is ready for a particular use, function, or mssion and
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may be determ ned by test, analysis, denonstration or a
conbi nati on of these.

1.2.4 Verification. Confirmation by exam nation and provision
of objective evidence (i.e., records and docunentation) that
specified requirenments have been fulfilled. These requirenents
include all customer requirenents and all derived requirenents
(e.g., those requirenments not stated by the custoner or in the
cust oner agreenent but necessary for use, statutory, and

regul atory requirenents, and any additional requirenents
determ ned by MSFC).

2. RESPONSI BI LI TI ES

2.1 Project Ofice. The Project Ofice (PrO (or designated
Project Manager) (PrOPM wll be responsible for the foll ow ng:

2.1.1 Determ ning and docunenting servicing requirenents based
on the custoner requirenents as defined in the contract with the
custonmer. Additional requirenents may be derived fromthe
customer requirenments, such as the follow ng:

2.1.1.1 Controlling processes pursuant to MPG 1280.2, “Process
Control .”

2.1.1.2 Controlling MSFC s and/or the custoner’s inspection,
nmeasuri ng, and test equi pnent pursuant to MPG 8730.5. These
requirenments will be docunented in a Servicing Plan that
identifies the requirenents, how nonconfornmances to custoner-
supplied hardware, will be processed (e.g., pursuant to MPG
4000.1, if any servicing is perfornmed outside MSFC), and
identifies who wll fulfill the Quality Assurance function.

2.1.2 Ensuring that, during planning/execution of servicing
activities, the followng activities are acconpli shed:

2.1.2.1 ldentify the resources to support servicing of the
pr oduct .

2.1.2.2 Define any processes to control and validate the quality
of any servicing activities, including work transferred on a
tenporary basis outside of MSFC

2.1.2.3 Provide for, under service operation processes, the
f ol | owi ng:
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a nmethod of collecting and anal yzing in-service data;

* actions to be taken where problens are identified after
delivery, including investigations, reporting activities, and
actions on service information consistent with contractual
and/ or regul atory requirenents;

* the control and updating of technical docunentation;
» the approval, control, and use of repair schenes; and

» the controls required for off-site work (e.g., organi zations
wor k undertaken at the custoner’s facilities).

2.1.2.4 Coordinate changes in the Servicing Plan with custoner
and/or regulatory authorities, in accordance with Program Pl ans,
Project Plans, and/or other controlling docunentation.

2.1.2.5 Ensure that,

a. During servicing activities, the configuration of the

har dwar e/ sof tware and all supporting docunentation (e.g.

drawi ngs, parts lists, specifications, material, processes, type
of manufacturing, and re-assenbly of the product) is managed
appropriate to the type of hardware/software and is acconpli shed
pursuant to MPG 8040. 1.

b. Wiere applicable in accordance with product specifications
and/ or applicable regulations, that the product is preserved via
provi sions for:

* cl eani ng,

prevention, detection, and renoval of foreign objects,
speci al handling for sensitive products,

mar ki ng and | abel i ng, including safety warnings,

shelf life and control and stock rotations, and
speci al handling for hazardous materi al s.

2.1.3 Pursuant to MPG 1230.1, devel oping and finalizing
Strategi c Planning Agreenent(s) (SPAs) and Col | aborative Wrk
Commitnent (s) (CWCs) with the PQ(s).

2.1.4 Upon conpletion of each servicing activity, proactively
soliciting feedback fromthe custoner(s) in accordance with MA
1280. 2.

2.1.5 Upon receiving custoner feedback (i.e, fromcustoner or
PO, ensuring that feedback is understood and recordi ng such
feedback for: (1) imedi ate action(s) to closure; (2) future
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action(s); (3) continuous inprovenent of procedures with respect
to this or future servicing activities; and (4) retention and
sharing with appropriate organi zations (e.g., as |lessons

| ear ned).

2.1.6 Maintaining all records as required by the Servicing Plan
(see MPG 1440.2).

2.2 Process Operator. The Process Operator is responsible for
the foll ow ng:

2.2.1 Devel opi ng docunents and procedures necessary to perform
servi ci ng.

2.2.2 Performng servicing as specified in approved
docunent ati on.

2.2.3 Working with Quality Assurance to process nonconformances
in accordance with the Servicing Plan.

2.2.4 Forwarding records to appropriate records center.

2.2.5 Reporting conpletion of servicing as defined in the
Servicing Pl an.

2.2.6 Recording/understandi ng any custoner feedback and
transmtting it to the project office.

2.3 Quality Assurance. The party responsible for ensuring the
quality of the servicing will be identified in the Servicing
Plan. Quality Assurance will be responsible for the follow ng:

2.3.1 Verifying that the servicing is perforned according to
approved procedures and docunents.

2.3.2 Wrking with the POto process any nonconformances in
accordance with the Servicing Plan.

2.4 Systens Engineer. The Systens Engi neer shall be responsible
for the foll ow ng:

2.4.1 Assisting the project office with identifying skills
necessary to performrequired servicing.

2.4.2 Assisting the project office with preparing Servicing Plan
or revising it.

2.5 The Safety and M ssion Assurance (S&KA) O fice. The S&VA
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O fice shall be responsible for assisting the project office in
defining the quality requirenments in the Servicing Pl an.

3. PROCEDURE

Act i onee Acti on
Proj ect 3.1 Det erm ne and docunent servicing
Ofice requi renents based upon custoner

requi renents, engineering draw ngs,
specifications, quality requirenents,
wor ksite requirenents, and existing
nonconf ormances. These requirenents
shal | be commensurate with the
conplexity of the servicing activity
to be perforned.

Proj ect 3.2 Devel op/revise a Servicing Plan based
Ofice, upon the servicing requirenents.

Syst ens This may be a separate plan or

Engi neer, and incorporated into a project plan or
S&VA subor di nat e docunent, provided the

servicing functions are clearly
identified. Consideration shall be
given to the foll ow ng when preparing
t he Servicing Pl an:

* ldentifying responsibilities of

t he customer and PO

 Defining how nonconformances of
non- MSFC har dware shall be processed.
» Defining how quality wll be
assured as identified by any
contracts wth the custoner.

» Establishing control of inspection
measuri ng and test equi pnent.

* ldentifying any training required
for servicing.

* ldentifying skills necessary in
performng servicing activities.

« Establishing the procedures for
servicing performance/verification,
reporting the specified servicing
requi renments have been net, and
record keeping.

« Establishing any procedures for
validating/revalidating that the
serviced system perforns as required
via selected tests.
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* ldentifying procedures for control
of custoner-supplied product (CSP),
whet her servicing is performed at
MSFC (see MPG 4000.1), at the
custonmer’s site, or at a “third-
party” site.

e ldentifying any adjustnents in
procedures based on prior or ongoing
(simlar) servicing activities with
this custoner or via “l essons

| earned” resulting from other
servicing activities for any

cust oner.

* ldentifying records to be

mai nt ai ned and the requirenments for
their retention and di sposition.

The Servicing Plan shall be
mai ntai ned as a control |l ed docunent
(see MW 7120.4).

Proj ect
Ofice,
Systens

Engi neer, and
Process

Oper at or

3.3

PrQ SE shoul d devel op/revi se and
finalize SPAs/ICWCs with the PO in
accordance with the servicing
requirenents as specified in the
Servicing Pl an.

Process
Oper at or

3.4

Devel op/ revi se docunents and
procedures, including repair schenes
necessary to performservicing in
accordance with approved

organi zati onal work instructions and
ot her requirenents.

Process
Qper at or and
Quality
Assur ance

3.5

At the appropriate time, perform
servicing as specified in approved
docunentation, verify that servicing
neets the specified requirenents, and
record results. |If specified in the
Servicing Plan, validate/revalidate
that serviced itens perform as
required. The record of verification
and val idation shall be maintained as
a record. Process any nonconfornmances
as defined in the Servicing Plan.

Process

3.

6

Col I ect and anal yze in-service data
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Oper at or and in accordance with approved

Quality organi zati onal work instructions

Assur ance and/ or the Servicing Pl an

Process 3.7 Verify that all docunentation

Oper at or and associated with the servicing has

Quality been conpl eted and approved prior to

Assur ance forwardi ng the docunentation to the
applicabl e records center as defined
in the Servicing Plan.

Process 3.8 Transfer all 1n-process docunentation

Oper at or generated as a result of servicing to
t he applicable records center as
defined in the Servicing Plan.

Process 3.9 Report conpletion of servicing as

Oper at or defined in the Servicing Plan
(section 3.2). This report shall be
mai nt ai ned as a record.

Process 3.10 Before, during, and after the

Oper at or servicing activity, understand and
record any custoner feedback and
transmt sanme to project office.

Proj ect 3.11 Take appropriate actions when

Ofice problens are identified after
delivery in accordance with the
Servicing Pl an.

Proj ect 3.12 Proactively solicit feedback from

Ofice custoners pursuant to MA 1280. 2.

Proj ect 3.13 Record feedback for appropriate uses

Ofice (per section 2.1.4).

Proj ect 3.14 Mai ntain records. If this is not the

Ofice final servicing activity for this
“contract,” go to step 3.2
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4. RECORDS
4.1 Data

The followng data will be used in defining the specific
requi renents for servicing:

4.1.1 Contract with the Custoner for servicing

4.1.2 Project-specific requirenents, including (but not Iimted

to) end item specifications, hardware draw ngs and parts |ists,

sof tware requi renments docunents, and verification requirenents

and conpliance docunents

4.1.3 Existing Nonconformances

.1.4 Existing Parts Tags and/ or Hardware Log Books

.1.5 Training Requirenents
6

Techni cal Support Requirenents

.1.7 Worksite Support Requirenents
4.2 Reports

Required reports will be identified in approved organi zati onal
wor k instructions.

4.3 Forns

Forms as required by an organi zation’s inplenentati on of MA
1280. 2 and ot her requirenents.

4.4 Records

The Servicing Plan generated in step 3.2 defines records,

i ncludi ng i nspection docunentation, test records, and product
qualification (i.e., verification and validation) records.

Cust omer feedback itens are also records. Servicing Plans shal
be controlled as docunentation by the project manager or designee
per MPG 7120.1 (see paragraph 4), if applicable, and MPG 1440. 2.
Al'l records shall be maintained in accordance with MPG 7120. 1
(see paragraph 4), if applicable, and MPG 1440. 2.
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5. FLOW DI AGRAM

START

3.3 SPAs, 3.3 DEVELOP/ REVI SE AND
C\WCs —»  FI NALI ZE SPAs AND CWCs
3.4 SERVICI NG 3.4 DEVELOP/ REVI SE
DOCUMENTS AND |<€4— SERVI Cl NG DOCUVENTS AND
PROCEDURES PROCEDURES
3.6 l
COLLECT/ ANALYZE 3.5 PERFORM SERVI Cl NG
| N- SERVI CE DATA [ PER REQ TS
¢ 3.8 TRANSFER
3.7 VERFY DOCUVENTATI ON TO
DOCUNMENTATI ON —P RECORD CENTER
3.8 SERVICI NG 3.9 REPORT
DOCUMENTATI ON AND COVPLETI ON OF
RECORDS SERVI CI NG

3.10 CUSTOMVER
FEEDBACK RECORDS
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p{ DOCUMENT SERVI Cl NG

3.2 SERVICI NG
PLAN P

3.1 DETERM NE AND

REQUI REMENTS

v

3.2
DEVELCOP/ REVI SE
SERVI CI NG PLAN

y

3.10 UNDERSTAND AND
TRANSM T CUSTOVER
FEEDBACK TO PRQJIECT
OFFI CE

3.1 ENG NEER NG
DRAW NGS,

SPECI FI CATI ONS,
QUALI TY REQUI REMENTS,
WORKSI TE REQUI REMENTS,

NONCONFORMANCES

\/

3.14 |F THERE IS NO
FUTURE SERVI CI NG
UNDER THI S
CONTRACT, THEN END

|

3. 14 NAI NTAIN
RECORDS

|

3. 13 RECORD
FEEDBACK FCR
APPROPRI ATE USES

|

3.12 PROACTI VELY
SCLICA T CUSTOMVER
FEEDBACK

3.11 TAKE ACTI ONS
VWHEN PROBLEMS ARE
| DENTI FI ED AFTER
DELI VERY
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