Complaint: Create a complaint

Overview

In this section, you will find information about how to create a complaint in Salesforce.com and about the
interface between Salesforce.com and SAP. In particular, you will learn about:

Number, Outbound Delivery Number or Shipment Number)

Table of content

SAP integration flow and process based on the document type and number (Sales Order

The information to enter at complaint creation, such as Resolution Site, confidentiality, case
currency, motive and sub-motive

The roles or assignees of the persons / teams involved in the Complaints (e.g. originator,
investigator, commercial assignee)

The severity levels & the status of a complaint
Customer contact information

Order information, containment / immediate actions, etc.

@ In Salesforce.com, a Complaint is treated under the object called 'Case'. Cases can be used
for the creation and management of Complaints, Customer Requests and Sample Requests.

Concerned profiles:

ALL

Step By Step

SAP Integration

The user creates or
updates a Complaint

The user provides a
Document Reference and
a Document Source
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® Step By Step

SAP Integration
Case Information (1-4)
Severity
Customer Complaint
Severity Clarification
Status

= Status Automatic

Update

Case Information (5)
Case Information (6)
Complaint Description
Customer Contact
Information
Order Information
Containment/Immediate
Actions
Case Record Type
Case Team

® Related articles
® Need help?

SADd

Based on this Document
Reference, the available
data is pulled from SAP

The user can proceed
with the rest of the
Complaint

This data is populated
into the appropriate fields

on the Complaint
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Select3 196003 ype e he Case. To ship s page in

Select Case Record Type
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Record Type

Chose record type between
available options.
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Open Complaina

Contines| | Cancer

Available Case Rocord Types
name

Descrpton

Case Record Types
All the available Case
Record Types are

referenced here with a
description.

Changed iabel from “Open Case” i "Open Compeain




~

Home Chatter Accounts Contacts Activities VisitReports Account Plans m Opporunities  Competitive Insights  Cross BU Leads  Analytics  +

Document Source
i Case Creation
" NewCase Contact Quality
Management Department if
Order Information % not known. )
bocument source [T«

Docement Trpe Sales Order Number

Saies Order Number
Sales Order hem

-None- v

For Internal
Bales Order Number B =
Shipment Number i Complaint (intra-

_Ombound Delivery Num ber

company), the
user will need to
use the Outbound
Delivery Number
as Document
Reference

Skip SAP Integration

In the rare case that a Complaint is not
related to an order or that the reference
number is not available, the user can
skip this step and maintain the order
information manually.
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Scenario1

Information is obtainedfrom SAP: the following
fields are auto-populated on the Case

Information section.

+ Ship-to Account
+ Sold-toAccount

Scenario 2

Information is not available from SAP: the

following fields are editable on the Case
Information and are filled in manually.

+ Ship-toAccount
+ Sold-to Account

. GBU + GBU

Cane tan
& New Case _---k Customer Classification A
Case Edit Save Cancel "

Case Information

Customer Classification
Once the Complaint is
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Case Information

Case Number 00024983
Case Owner Seda Kirkan [Changea]

{80} Ship To Account

(BD) Customer Classification
Sold To Account

I Partmer Type
GBU

BUY

Product

(BD) Material Code

(BD) Material Description

Aroma Performance

Aroma Ingredients

RHOWVANI

000000000000091294

RHOVANIL BOX 25KG / PAL 300KG

| Resolution Site Code

gl )

s New k

saved, the Customer
Classification of the Ship-To
is referenced under it.

Complains Actnowtedgemsnt Sent
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Receeved Date | g
Case Cumency | Euro
ongn | -Here-
Status
Severity
Maotive
Sub-Motive

Motive & Submotive Definition

Completed
Anomaly

Product

Product use issug

hip fdrive. google comopean?ids

| Hecurmng Complaint

[ Cenfidential

Solvay Company

| Case Currency

EUR )

Case Origin

Case Record Type

Email

Cpen Complaint
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Motive and Submotive

The dependent fields
Motive and Submotive have
been changed from Lookup
fields to dependent
Picklists.

Customer complaints - Motive and submotive overview
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Severity

*During the Complaint Registration step, David needs to fill-in the Severity of

the Complaint. There are 4 types of Severity: l Severity Il Standard ¥ I

-Critical: Totally unacceptable situation. Motive Critical
-Major: Complaint with a big impact I Major
-Standard: Complaint with a low impact sub-Motive I Standard
-Anomaly: Complaint with very low impact closed directly after registration

«If the Severity is defined as "Anomaly", then the Complaint should only be Confidential Anom ﬂl}-‘

registered and not investigated. In that case, mandatory fields will only be
required for the registration step. No further information is required for closure.
*By default, the Severity of a Complaint is set to « Standard » but remains
editable.

Customer Complaint Severity Clarification



Status

ON HSE. PRODUCT

ON CUSTOMER PRODUCTION ON SOLVAY FINISHED PRODUCT QUALITY .“!.ﬂlill
STEWARDSHIP investigation
Direct impact on safety and Direct impact on customer Use of product might cause .
environment production severe damage or high risk
Production line stop Not predi impurity (i.e. i
HSE -event ite (i.e. declared
incident, leakage > 100 kg in storage)
‘Wrong product
Unstable
Potential impact on safety and Potential impact on Use of product might cause .
environment customer production damage or risk
Potential HSE-event dur to bad labelling.
packaging leakage Production planning change Product out of specification
Potential contamination in customer end
product 'Wrong product in inventory, but not used Product out of typical properties
No i ct fe d Ne i ct 5t
@ impa . on safety an @ Impa un.cu omer Use of product causes no risk YES
environment production
Customs duty to pay Wm“’mmmw Product has unusual aspect [i.e. color)
Damaged packaging Incorrect weight per bag
No impact on safety and No impact on customer
e . ty > . Use of product causes no risk NO
environment production
Later arrival due to traffic jproblem (i.e. Certificate of
Documentation problem (Safety Data Sheet) conditions Analysis),
‘Wrong price invoiced
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5. Complaint Closure
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*The Status order is as follows:

-New: As soon as the Complaint is created.

-Acknowledgement Sent: When the acknowledgement email has been sent to the main Contact of the Complaint.
-Under Investigation: During the investigation process.

-Customer Response Under Review: Additional information requested or review after investigation process.
-Customer Communication: When the Final Communication to the Customer is ready to be sent

-Completed: When the Customer Response is sent

-Closed: When the Complaint is closed.
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Status Process
MNew Complaint Registration
Acknowledgement Sent Acknowledgement Sent
Under Investigation Internal Investigation
Under Review Commercial Response
Customer Informed Customer Communication
Closed Closed
Status | Completed v
Severity Ir --None--
| Mew
Motive

| Acknowledgement Sent
Sub-Motive Il Under Inve.sliga’lion
Under Review
Motive & Submotive Definition Communication Ongoing
Completed

e

Confidential

Solvay Company

When the status changed to Completed the fields on sections Case information (except the fields Motive and Sub-Motive), Complaint Description, (
Information are now locked and cannot be edited.

The effectivement Assessment field is now editable at any stage of the Complaint, making the process more agile
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«  (Case Edit
( New Case
Case Edit Save| | Cancel
Case Information 1 = Reguired Informasion
Case Owner  Jeremis Sagbrg Sutus  Mew
(80) Ship To Account  Giick fookup icon @ Severity | Standard *
Sold To Account Q) Mative : =
68U | “None-— v Sub-Motive
By Confidential
Product @ Sobvay Company
Resolution Site Code I Q) Case Currency | Eure
(80) Originator | ecemie Seabra Q Case Origin | _None—
(8D Investigator @ Case Record Type  Open Complaint
(80) Commercial Assignee QJ
Picture taken L]
Mnspecied by anagent  [_Nong v Requested Sample | _Nope— v

[ Internal Compiaint
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Cane Edit
(/ Mew Case

Case Edit Sawe| | Cancel
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p Case Edit
( New Case

Case Edit

Case Information

Case Owner _ Jeramie Seabra
{8D) Ship To Account | Giick jookup icon...

Sold To Account
GBU | Nene—
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Resolution Site Code
(80) onginator |3 ke Seabea

(8D} Investigator

(8D) Commercial Assignee
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Complaint Description

Save | Cancel

Q

Status

Severity

Motive
Sub-Motive
Confidential
Solvay Company
Case Cumency
Case Origin

Case Record Type

New
| Standard *

| Evro
~None—
Open Complaint

1 = Required Information
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The Initial
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New Case Customer Contact
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Hovering the cursor of the mouse on the Contact reveals additional information on this Contact such as Name, Account Name, Phone, Email,

Function and Language.

Customer Contact Information

Contact Name

Christian De Jong

\ Contact View | | Edit
Name  Mr. Christian De Jong
| Account Name  Test Account
Order Information Phone 0499673849
Email cnristian.cano—ex@solvag.com ™ Gmail
Document Source  PF1
Mobile
Good Issued Date
Sales Order Number 23453 Function  R&D
Sales Order Item Language  French

Outbound Delivery Number
Outbound Delivery Item

Customer Purchase Order Number

*All the Contacts on the Complaint are by default recipients of communications when the acknowledgement email or the final communication to the
customer is sent. They can nevertheless be changed by the user before sending the Communication.

Order Information

Document References Data Pulled from SAP

Here you should input the document references If document references are provided, data is pulled

und gjch as the Document Source, Sales Order Number, from SAP ECC if available.
utbound Delivery Number, etc.
er Order TaTorm
this . SF1 v MMMMDJDJDQNN
Sales Crder Number Materisd Description | F2eN2 1000 *BW CYL1.10ME Cas14 2EME
sect P —— Packaging Typs  PAGK
. Outbound Delivery Number (3777024 Shipping Site Code | BWF
on, Outbound Deiwvery Bem 1 snipging Site
ch i 2
Dav Customses Purchase Order Number 4503470305 zing::
23062015
id p———— cars P o
W|” Preceding Rem 000010 Carier SAP Reference
Subsequent Document Equipment ; Loy Standard pack.
see subsequent Rem Rail ConlTruck Wumber GG 1127
all P 1
e Number Batch Number unit of Measure Document Quantity Dwsputed Quantity Returmed Quantity
the 0000t XG 056 8% 1 I
. 800002 WF150616 KG 2856 856 | I
infor 5
. | S
mati
onr
elat Batch DependentFields
The Batch dependent fields which can have multiple
ed values are maintained in a table
to th
e
ord
ers.
Order Information
Document Ssuret | | _Nong— ¥ Whatersl Code
Sabes Oecder Number Material Description
Sales Orger Mom Packsgng TYD | o
Outbound Delivery Number Shipping Sits Code a
utbound Detrvery tem Shipping Ste
Shipment Hamber
Customer Puschase Orer Number Gaods Issued Date [10012016]
Bequested Detovery Date [18012018]
Actust Dalivery Date [19012018]
Precsaing Docament Carmes Patner Name
Preceding em Canier SAP Reterence
Subsequent Document Equpment
Subsequent Hem Rall CarTruck Number
e Number Batch Numbar Unit of Measure Document Cuantity Disputed Guantity



Pro
duct
refe
renc
eis
capt
ure
din
the
Mat
eria

Code
and
Mat
eria

Des
crip
tion
field

2

type
s of
Pac
kagi
ng

Typ

are
can
be
sele
cted:

Bulk

Pac
ked



Und
er
the
Ord
er
Info
rma
tion
sect
ion,

goo
ds
relat
ed
date

are
mai
ntai
ned:

ods
Iss
ued

Date

Dat

the
goo
ds
are
issu
ed.

Order Information
Document Source
Sabes Oecter Number
Sales Order Hem
Dutbaung Delivery Number
Cuthound Delivery Hem
Shipment Hamber

Customer Puschase Order Number

Preceding Document
Preceding Hem
Subsequent Document

Subsequent Hem

Iremn Number

~Mere— *

Batch Number

Unit of Measure

Material Code

Matsrial Description
Packaging Type
Shipping Site Code

Shipping Site

P

[

Goods Issued Date
Requeated Delivery Date

Attust Desvery Date

[18012016)
[ 18912016]
[ 19012016]

Caurier Pastner Name.
Canier S4P Reference
Equipment

Rail CarTruck Number

Gocument Gaantity

Disputed Guantity
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Order Information

Document Source . [ ong= ¥ Material Code
Sabes Order Number Material Description
Sales Order Hem Packaging Type | _None— *
utbaung Delrvery Number Shipping S8 Coae @
Outbound Delivery Hem Shipping Site
Snipment Humber
Customer Puschase Orcer Number Goods Issued Date [18012016]
Requested Delivery Date 118012016]
Actusl Delivery Date | 19012018]
Preceding Document ‘Carries Partner Name
Preceding nem Carvier SAP Reterence
Subsequent Document Equipment
Subsequent nem oW CarT RUCk NomBer
e Number Batch Number Unit of Measuse Document Guantity Disputed Guantity
Order Information
Documant Source [ Nonge ¥ Matenal Code
Sabes Cxter Namber Matsrial Description
Sales Order em Packagng Type | None— *
utbaund Delivery Number hipping Sits Code @
Guttiound Deiivery em Shipping Site
Shipment Number
Customer Purchase Order Number Gaods Issued Date [18012016]
Fequested Devery Date [18012016]
Actual Delivery Date [18012016]
Preceding Document Carries Partner Name:
Preceding Bem Carrier SAP Reterence
Subsequent Document Equipment
Sabsequent em Rail CarTruck Number
Tem Number Batch Number Unit of Measure Document Guantity Disputed Quantity
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Order Information
Document Source
Saies Oecter Number
Sales Orger Mem
Outbaund Delivery Number

Cuthound Delivery Hem

~None— ¥

Material Code
Material Description

Packagen Type
Shipping Sis Code

Shipping Site

[ Tpment NAmBer

Customer Puschase Order Number

Goods Issued Date
Reequested Delivery Date

Actual Delivery Date

Preceding Document
Preceding Hem
Subsequent Document

Subsequent Hem

Camier Partner Name.
Carier SAP Reference
Equipment

Rail CarTruck Number

Ioeen Number

Batch Number Unit of Measure Document Quantity

—None-- v

QY

1190120161
[18012018]
[ 18012016]

Disputed Quantity
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Order Information
Document Source
Sales Order Item
Outbauna Delivery Number
Outbound Delivery item

Shipment Humber

—None- ¢

[ Customer Purchase Order Number

Preceding Document
Preceding Item
Subsequent Document
Subsequent ltem

Sales Order Number
Packaging Type
Shipping Site Code

(80) Shipping Site
Goods Issued Date
Requested Delivery Date
Actual Defivery Date
Carrier Partner Name
Camier SAP Relerence

Equipment
Radl CarfTrack Number

LT e 1
I Sales Office Code I
les Office Descnption
L a

Release RS

[ Ttem Humber Batch Number

Unit of Measure

Disputed Guantity

Retumed Cuantity
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The Document Quantity represents the total quantity of the Sales Order or Delivery.
he Disputed Quantity represents the quantity in dispute for this Complaint which can be different from the total quantity.

*By default, the Disputed Quantity is populated with the data from the Document Quantity field.

900001 POSSL KG

Item Number Batch Numiber Unit of Measure Document Quantity Disputed Cuantity Returned Quantity
4.980,00 24.980,00

*Nevertheless, the Disputed Quantity field remains editable and can be updated manually

tem Number Batch Number Unit of Measure [ Document Quantity Disputad Quantity ] Returned Quantity

50000 POSSL (]

24.980,00 15.000,00

Containment/Immediate Actions
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immediate Action Required  _pong— v Compicted Date: [1207/2015]

Immediate Actions Summary
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Case Record Type

*Once the Complaint is saved, the
field Case Record Type will appear
to show the record type of the Case.
For Complaints, 2 possible record

types:
-Open Complaints

-Close ReadOnly Complaint

Case Team

Once the case is created, the
account manager from the account
team is automatically added to the
case team based on GBU rules.

They will be notified about the
various complaint advancements.

Related articles

Complaint:
Complaint:
Complaint:
Complaint:
Complaint:
Complaint:
Complaint:

Case Details

1. Complaint Registration

Process Information

“ase Information
Case Number
Case Owner
(8D) Ship To Account
(BD) Customer Classification
Sold To Account
Partner Type
GBU
BU
Product

Resolution Site Code

Sending the Acknowledgement Email
Internal Investigation

Commercial Response

Customer Communication

Close a complaint
Related Lists

Reporting on Complaints

Edit| | Delete | | Close Case

Send Acknowledgement Mail

Send Customer Response | | Generate 8D Report

Send Internal Email

2. Under Investigation

https:i/drive google comiopen

3. Customer Response U...

4. Customer Communica.

(vP710pA0Sbd SPGsSWEZigbPz=F ZoEGtzd1ts

00019489

Julien Gasgueton [Change]
Al B BEATA DOBOSIEWICZ

A1 B BEATA DOBOSIEWICZ
Sold-to & Ship-to

Special Chem

Catalysis

POS

Status
Severity

Motive

5. Complaint Closure

New
Standard
Delivery

6. Closed

Sub-Motive  Driver behaviour

Motive & Submotive Definition  hitp:Jich le_com/open?ig=0B7gPzsf2byT0Y.

Confidential
Solvay Company

Case Currency  EUR
Case Origin

Case Record Type  Open Complaint

Back to the top
Need help?

To request any support or if you have identified a bug or incident ,
please create a Freshdesk ticket using Solvia platform : https://solvia.
solvay.com/

FAQ  Domo video ™ Gontactus EN

S SOLVAY

eiiz) We're here to help

you can copy users with email address , default priority is Low , then
Submit . We advise you to put keywords in subject to ease dispatching
to correct Agent : CRM - Complaint for example


https://wiki.syensqo.com/display/ISAPPSUP/Complaint%3A+Sending+the+Acknowledgement+Email
https://wiki.solvay.com/display/ISAPPSUP/Complaint%3A+Internal+Investigation?src=contextnavpagetreemode
https://wiki.solvay.com/display/ISAPPSUP/Complaint%3A+Commercial+Response?src=contextnavpagetreemode
https://wiki.solvay.com/display/ISAPPSUP/Complaint%3A+Customer+Communication?src=contextnavpagetreemode
https://wiki.solvay.com/display/ISAPPSUP/Complaint%3A+Close+a+complaint?src=contextnavpagetreemode
https://wiki.solvay.com/display/ISAPPSUP/Complaint%3A+Related+Lists?src=contextnavpagetreemode
https://wiki.solvay.com/display/ISAPPSUP/Complaint%3A+Reporting+on+Complaints?src=contextnavpagetreemode
https://solvia.solvay.com/
https://solvia.solvay.com/
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