
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:

SAP integration flow and process based on the document type and number (Sales Order 
Number, Outbound Delivery Number or Shipment Number)
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.

 

 

Concerned profiles:
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Step By Step

SAP Integration 

 

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.



An 
inter
face
exis
ts 
bet
wee
n 
SA
P 
and 
Sal
esfo
rce 
to 
gath
er 
tran
sact
iona
l 
data
fro
m 
Sal
es 
Ord
er, 
Out
bou
nd 
Deli
very
or 
Shi
pme
nt 
Nu
mbe
rs 
(Do
cum
ent 
Ref
ere
nce)
fro
m 
SA
P 
to 
Sal
esfo
rce*.



Th•
e 
freq
uen
cy 
of 
the 
pull 
is 
on-
dem
and 
as 
the 
pull 
hap
pen
s 
whe
n a 
user
crea
tes 
or 
upd
ates
a 
Co
mpl
aint 
with
a 
Doc
ume
nt 
Ref
ere
nce.



In 
mos
t 
cas
es, 
a 
Co
mpl
aint 
is 
link
ed 
to a 
Sal
es 
Ord
er 
Nu
mbe
r, 
to 
an 
Out
bou
nd 
Deli
very
Nu
mbe
r or 
can 
be 
link
ed 
to a 
Shi
pme
nt 
Nu
mber
. 
Wh
en 
crea
ting 
a 
new
Co
mpl
aint 
prov
idin
g 
one 
of 
thes
e 
refe
renc
es 
is 
usu
ally 
the 
first 
step
duri
ng 
the 
regi
strat
ion.



•Let’
s 
follo
w D
avid
, 
wor
king
as 
a 
Sal
es 
Rep
rese
ntati
ve 
whil
e 
he 
crea
tes 
a 
new
Co
mpl
aint.

Und
er 
the 
Cas
e 
tab, 
Dav
id 
click
s 
on 
New
to 
crea
te a 
new
Co
mpl
aint.



Dav
id 
now
nee
ds 
to s
elect
the 

Rec
ord 
Type
for 
the 
Cas
e.

•He 
has 
the 
choi
ce 
bet
wee
n 
Co
mpl
aint,
Sa
mpl
e 
Req
uest
and 
Cus
tom
er 
Req
uest.

 

•Da
vid 
sele
cts 
Ope
n 
Co
mpl
aints
and 
clicks
on 
Con
tinue
. 
This
will 
ope
n 
the 
Co
mpl
aint 
edit 
pag
e.



Dav
id 
now
nee
ds 
to 
sele
ct 
the 
Doc
um
ent 
Sou

 rce
(PF
1 
or 
WP
1) 
and 
the 
Doc
um
ent 
Type
(Sal
es 
Ord
er 
Nu
mbe
r, 
Out
bou
nd 
Deli
very
Nu
mbe
r or 
Shi
pme
nt 
Nu
mber
).



•Th
e 
refe
renc
e 
num
ber 
and 
item
(for 
Sal
es 
Ord
er 
and 
Deli
very
only
) 
app
ear 
in 
func
tion 
of 
the 
sele
cted
Doc
ume
nt 
Typ
e.

 



No
w, 
it is 
easi
er 
and 
fast
er 
to 
fill 
Co
mpl
aint
s 
that 
hav
e 
stoc
k 
tran
sfer 
ord
ers 
or 
purc
has
e 
ord
ers 
infor
mati
on 
in 
SA
P, 
by 
havi
ng 
infor
mati
on 
dire
ctly 
pull
ed 
fro
m 
SA
P 
and 
pre-
fille
d 
into 
the 
Co
mpl
aint.

=> 
Ne
w 
Win
ter 
17' 
Rel
ease

 

Case Information (1-4)



The
re 
are 
2 
diffe
rent
sce
nari
os 
bas
ed 
on 
whe
ther
ther
e is 
a 
doc
ume
nt 
refe
renc
e 
obta
ined
fro
m 
SA
P. 

The
rest 
of 
the 
field
s in 
this 
sect
ion 
nee
ds 
to 
be 
com
plet
ed
/mo
difie
d 
man
uall
y if 
req
uire
d.



-
Res
olut
ion 
Site
is 
by 
defa
ult 
pop
ulat
ed 
by 
the 
valu
e 
fro
m 
the 
Shi
ppin
g 
Site
(obt
aine
d 
fro
m 
SA
P) 
but 
alw
ays 
rem
ains
edit
able.



-Co
nfid
enti

: al
If 
this 
che
ckb
ox 
is 
tick
ed, 
the 
Co
mpl
aint 
is 
visi
ble 
only
to 
the 
Orig
inat
or, 
Inve
stig
ator
, 
Co
mm
erci
al 
Assi
gne
e 
and 
the 
me
mbe
rs 
of 
the 
Cas
e 
Tea
m.



-Ca
se 
Cur
ren

: cy
The
curr
enc
y 
use
d 
for 
the 
Co
mpl
aint 
(ma
ndat
ory 
field
)  is 
capt
ure
d 
duri
ng 
the 
regi
strat
ion 
step
. 
The
sam
e 
curr
enc
y is 
use
d 
duri
ng 
the 
who
le 
proc
ess.



-Re
curr
ing 
Co
mpl
aint
to 
be 
che
cke
d  if 
Cus
tom
er 
has 
simi
lar 
Co
mpl
aints



The
moti
ve 
and 
sub
moti
ve 
des
crib
e 
abo
ut 
whi
ch 
asp
ect 
the 
cust
ome
r is 
com
plai
ning
.   M
otiv
e 
and 
sub
moti
ve 
are 
not 
inte
nde
d to 
des
crib
e 
the 
cau
se 
of 
the 
Co
mpl
aint 
but 
only
the 
« ex
peri
enc
e » 
of 
the 
cust
ome
r.



•Th
e 
Moti
ve 
and 
Sub
moti
ves 
are 
inter
dep
end
ent, 
man
dato
ry 
and 
are 
as 
follo
ws:



•Ea
ch 
Co
mpl
aint 
can 
be 
link
ed 
to 
assi
gne
es. 
The
diffe
rent
assi
gne
es 
are 
Use
rs 
or 
Gro
up 
of 
Use
rs 
in 
char
ge 
of 
one 
or 
mor
e 
step
s of 
the 
Co
mpl
aint 
proc
ess.



•As 
deta
iled 
befo
re, 
som
e 
GB
Us 
will 
not 
req
uest
the 
origi
nato
r to 
spe
cify 
the 
assi
gne
es 
bec
aus
e 
rule
s 
hav
e 
bee
n 
impl
eme
nted
to 
auto
mati
call
y 
assi
gne
d.
•Da
vid 
can 
to 
Assi
gn 
3 
diffe
rent
peo
ple 
to 
the 
Co
mpl
aint:



The
Orig
inat
or: 
The
pers
on 
logg
ing 
the 
Co
mpl
aint 
– in 
our 
cas
e D

.avid
The
Inve
stig
ator
: 
The
pers
on 
resp
onsi
ble 
for 
the 
inve
stig
ation
The
Co
mm
erci
al 
Assi
gne
e: 
The
pers
on 
resp
onsi
ble 
for 
the 
com
mun
icati
on 
with
the 
Cus
tom
er



•In 
our 
Cas
e, 
both
Inve
stig
ator
and 
Co
mm
erci
al 
Assi
gne
e 
will 
be 
man
age
d 
auto
mati
call
y 
bas
ed 
on 
the 
GB
U 
rule
s.



* 
The
field
s 
Inve
stig
ator
and 
Co
mm
erci
al 
Assi
gne
e 
are 
only
avai
labl
e 
on 
the 
crea
tion.
Afte
r, 
thes
e 
role
s 
sho
uld 
be 
man
age
d 
dire
ctly 
on 
the 
Cas
e 
Tea
m 
sect
ion

Severity

•During the Complaint Registration step, David  to fill-in the  of needs Severity
the Complaint. There are 4 types of Severity:

- : Totally unacceptable situation.Critical
- : Complaint with a big impactMajor
- : Complaint with a low impactStandard
- : Complaint with very low impact closed directly after registrationAnomaly
•If the Severity is defined as "Anomaly", then the Complaint should only be 
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



Yo
u 
ca
n 
no
w 
vis
ua
liz
e 
th
e 
G
B
U 
sp
ec
ific
gu
id
eli
ne
s 
an
d 
no
tifi
ca
tio
n 
rul
es
dir
ec
tly
fro
m 
th
e 
C
o
m
pl
ai
nt 
by
cli
cki
ng
on
th
e 
Pr
oc
es
s 
Inf
or
m
ati
on
url



•A
pr
oc
es
s 
flo
w 
on
to
p 
of 
th
e 
sc
re
en
sh
o
ws
th
e 
pr
og
re
ss
st
at
us
of 
th
e 
C
o
m
pl
ai
nt.

•The Status order is as follows:

- : As soon as the Complaint is created.New
- : When the acknowledgement email has been sent to the main Contact of the Complaint.Acknowledgement Sent
- : During the investigation process.Under Investigation
-  : Additional information requested or review after investigation process.Customer Response Under Review
- : When the Final Communication to the Customer is ready to be sentCustomer Communication
-  When the Customer Response is sentCompleted:
- : When the Complaint is closed.Closed



•E
ac
h 
st
at
us
is 
lin
ke
d 
to 
a 
st
ep
of 
th
e 
pr
oc
es
s.

S
t
a
t
u
s 
A
u
t
o
m
a
ti
c 
U
p
d
a
te

 

When the status changed to Completed the fields on sections Case information (except the fields Motive and Sub-Motive), Complaint Description, Customer Information, and Order 
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



•C
ha
ng
in
g 
th
e 
St
at
us
of 
th
e 
C
o
m
pl
ai
nt 
is 
a 
m
an
ua
l 
pr
oc
es
s 
for
th
e 
fol
lo
wi
ng
St
at
us
es:

-
U
nd
er 
In
ve
sti
ga
tion
-
U
nd
er 
R
ev
iew



• 
N
ev
ert
he
le
ss
, 
for
th
e 
ot
he
r 
St
at
us
es
, 
th
e 
va
lu
es
ar
e 
au
to
m
ati
ca
lly 
up
da
te
d:

-N
ew
: 
D
ef
au
lt 
st
at
us
aft
er 
cr
ea
tio
n 
of 
a 
C
o
m
pl
ai
nt.



-
A
ck
no
wl
ed
ge
m
en
t 
Se
nt:
Au
to
m
ati
ca
lly 
up
da
te
d 
w
he
n 
th
e 
ac
kn
o
wl
ed
ge
m
en
t 
e
m
ail
ha
s 
be
en
se
nt 
to 
th
e 
m
ai
n 
C
on
ta
ct 
of 
th
e 
C
o
m
pl
ai
nt.



-C
us
to
m
er 
C
o
m
m
un
ic
ati
on
: 
Au
to
m
ati
ca
lly 
up
da
te
d 
w
he
n 
th
e 
Fi
na
l 
C
o
m
m
un
ic
ati
on
to 
th
e 
C
us
to
m
er 
ha
s 
be
en
se
nt 
to 
th
e 
m
ai
n 
C
on
ta
ct 



of 
th
e 
C
o
m
pl
ai
nt
-C
o
m
pl
et
ed:
Au
to
m
ati
ca
lly 
up
da
te
d 
w
he
n 
th
e 
C
us
to
m
er 
R
es
po
ns
e 
ha
s 
be
en
se
nt



-C
lo
sed
: 
Au
to
m
ati
ca
lly 
up
da
te
d 
w
he
n 
th
e 
C
o
m
pl
ai
nt 
is 
cl
os
ed.

Case Information (5)

Inte
rnal 
Co
mpl
aint 
can 
be 
flag
ged 
by 
ticki
ng 
the 
che
ckb
ox 
Sol
vay 
Co
mp
any.



-
Inte
rnal 
Co
mpl
aint
s 
relat
e to 
pro
duct
s 
sold
to 
othe
r 
Solv
ay 
entit
ies 
(inte
rnal 
cust
ome
rs).
•Th
e 
Co
mpl
aint
s 
can 
hav
e 5 
pos
sibl
e 
origi
ns:
-
Em
ail
-
Pho
ne
-
Web
-
Visit
-
Lett
er 
(rec
om
me
nde
d)



It is 
now
pos
sibl
e to 
flag 
a 
Co
mpl
aint 
as 
bein
g 

an I
nter
nal 
Co
mpl
aint
and 
by 
doin
g 
so, 
to 
byp
ass 
som
e 
step
s 
that 
wou
ld 
be 
man
dato
ry 
on 
the 
nor
mal 
proc
ess



Not 
man
dato
ry 
to 
Sen
d 
Ack
now
ledg
men
t 
ema
il or 
to 
hav
e 
clie
nt 
feed
bac
k to 
clos
e 
the 
Co
mpl
aint

Case Information (6)

S
o
m
e 
fi
el
d
s 
a
r
e 
i
m
p
o
rt
a
n
t 
t
o 
b
e 
a
t 
t
h
e 
C
a
s
e 
I
n
f
o
r
m
a



ti
o
n 
s
e
ct
io
n 
t
o 
r
e
m
in
d 
t
h
e 
O
ri
gi
n
a
t
o
r 
t
o 
a
d
d
r
e
s
s 
t
h
e
m
b
e
f
o
r
e 
s
a
vi
n
g 
t
h
e 
C
o
m
pl
ai
n
t:
P
ic
t
u
r
e 
T
a
k
en



I
n
s
p
e
ct
e
d 
b
y 
A
g
e
nt
8D
R
e
q
u
e
st
e
d 
S
a
m
ple



F
ie
ld
s 
t
h
a
t 
a
r
e 
u
s
e
d 
b
y 
t
h
e 
8
D
R
e
p
o
rt
a
r
e 
n
o
w
m
o
r
e 
cl
e
a
rl
y 
id
e
n
tif
ie
d 
w
it
h 
t
h
e 
t
e
xt
"(
8
D
)"

 

 

Complaint Description 



T
hi
s 
is
t
h
e 
s
e
ct
io
n 
w
h
e
r
e 
D
a
vi
d 
n
o
t
es
t
h
e 
C
o
m
pl
ai
n
t’
s 

S
u
b
j
e
ct
a
nd

I
n
it
i
a
l 
D
e
s
c
ri
p
ti
on

 



Customer Contact Information 

Mult
iple 
cont
acts
can 
be 
mai
ntai
ned 
on 
the 
Co
mpl
aint.
Dav
id 
can 
mai
ntain
a 
mai
n 
Con
tact
on 
the 
pag
e 
layo
ut 
and 
has 
the 
pos
sibili
ty 
to 
add 

Add
itio
nal 
Con
tacts
on 
the 
Con
tact
s 
relat
ed 
list.



Exa
mple

•Wh
en 
cho
osin
g a 
mai
n 
Con
tact,
Dav
id 
can 
sear
ch 
for 
any 
Con
tact 
but 
the 
Con
tact
s 
relat
ed 
to 
the 
Shi
p-
to 
will 
be 
the 
one
s 
disp
laye
d 
by 
defa
ult 



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.

•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 

Und
er 
this 
sect
ion, 
Dav
id 
will 
see 
all 
the 
infor
mati
on r
elat
ed 
to th
e 
ord
ers. 



Pro
duct
refe
renc
e is 
capt
ure
d in 
the 
Mat
eria
l 
Code
and 
Mat
eria
l 
Des
crip
tion
field
s.
•2 
type
s of 
Pac
kagi
ng 
Typ
e 
are 
can 
be 
sele
cted:
-
Bulk
-
Pac
ked



•Th
e 
Shi
ppin
g 
Site
valu
e 
auto
mati
call
y 
fills 
the 
Res
oluti
on 
Site
valu
e 
but 
it 
can 
still 
be 
edit
ed.

Und
er 
the 
Ord
er 
Info
rma
tion 
sect
ion, 
3 
goo
ds 
relat
ed 
date
s 
are 
mai
ntai
ned:

-Go
ods
Iss
ued
Date
: 
Dat
e 
the 
goo
ds 
are 
issu
ed.



-Re
que
ste
d 
Deli
ver
y 
Date
: 
Dat
e 
the 
Cus
tom
er 
wou
ld 
like 
to 
rece
ive 
the 
deli
very
of 
the 
goo
ds.
-Act
ual 
Deli
ver
y 
Date
: 
Esti
mat
ed 
date
the 
goo
ds 
will 
be 
deli
vere
d. 



In 
addi
tion 
to 
the 
date
s, 
som
e 
furt
her 
refe
renc
es 
are 
capt
ure
d in 
the 
Ord
er 
Info
rma
tion 
sect
ion.

-Ca
rrie
r 
Part
ner 
Na
me
-
Car
rier 
SA
P 
Ref
ere
nce
-
Equ
ipm
ent 
used



The
Bat
ch 
dep
end
ent 
field
s 
whi
ch 
can 
hav
e 
mult
iple 
valu
es 
are 
mai
ntai
ned 
in a 
tabl
e at 
the 
bott
om 
of 
the 
Ord
er 
Info
rma
tion 
sect
ion 
and 
rem
ain 
edit
able
if 
no 
data
is 
pull
ed 
fro
m 
SA
P.
•Th
ese 
field
s 
are 
the 
follo
win
g:



-
Ite
m 
Nu
mb
er
-
Bat
ch 
Nu
mb
er
-
Unit
of 
Mea
sure
-
Doc
um
ent 
Qua
ntity
-
Dis
put
ed 
Qua
ntity



If a 
Shi
pm
ent 
Nu
mb

 er
is li
nked
to a 

sin
gle 
Deli
very
, it 
can 
be 
use
d 
as 
Doc
ume
nt 
Ref
ere
nce 
and 
the 
data
fro
m 
the 
link
ed 
Deli
very
will 
be 
pull
ed 
fro
m 
SA
P.



•If 

a S
ales
Ord
er 
Nu
mb

 er
and 
item
is li
nked

to si
ngl
e 
Deli
ver

 y,
the 
data
fro
m 
the 
link
ed 
Deli
very
will 
be 
pull
ed 
fro
m 
SA
P 
and 
the 
Deli
very
Nu
mbe
r 
and 
item
will 
be 
refe
renc
ed 
in 
the 

Sub
seq
uen
t 
Doc
um
ent.



•If 
an 

Out
bou
nd 
Deli
ver
y 
Nu
mb

 er
and 
item
is 
use
d 
as 
Doc
ume
nt 
Ref
ere
nce,
the 
data
fro
m 
the 
Deli
very
will 
be 
pull
ed 
fro
m 
SA
P 
and 
the 
Sal
es 
Ord
er 
Nu
mb

 er
and 
item
will 
be 
refe
renc
ed 
in 

the 
Pre
ced
ing 
Doc
um
ent.



If 
avai
labl
e 
and 
in 
refe
renc
e to 
the 
Sal
es 
Ord
er 
Nu
mbe
r 
and 
its 
Item
, to 
the 
Out
bou
nd 
Deli
very
Nu
mbe
r 
and 
its 
Item
or 
to 
the 
Shi
pme
nt 
Nu
mbe
r, 
som
e 
field
s 
will 
auto
-
pop
ulat
e 
with
data
pull
ed 
out 
of 
SA
P 
EC
C.
•Th



ese 
field
s 
are 
rea
d-
only
in 
the 
cas
e 
that 
data
is 
pull
ed 
fro
m 
SA
P 
with
the 
exc
epti
on 
of 
the 
Dis
pute
d 
Qua
ntity
whi
ch 
can 
be 
man
uall
y 
over
writt
en. 
If 
no 
data
is 
pull
ed 
fro
m 
SA
P, 
all 
the 
valu
es 
can 
be 
man
uall
y 
com
plet
ed.



The  represents the total quantity of the Sales Order or Delivery.Document Quantity
•The  represents the quantity in dispute for this Complaint which can be different from the total quantity.Disputed Quantity
•By default, the Disputed Quantity is populated with the data from the Document Quantity field.

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

 

 

 

Containment/Immediate Actions

•
D
a
vi
d 
r
e
vi
e
w
s 
if 
a
n
y 
c
o
nt
ai
n
m
e
nt
/i
m
m
e
di
at
e 
a
ct
io
n
s 
a
r
e 
r
e
q
ui
r
e
d 
a
n
d 
ta
k
e
s 
th
e 



n
e
c
e
s
s
a
ry
st
e
p
s 
to
in
iti
at
e 
th
e
m
. 
S
u
b
s
e
q
u
e
nt
ly
h
e 
r
e
gi
st
e
rs
th
e
m
in
th
is
s
e
ct
io
n 
w
it
h 
a 
s
u
m
m
a
ry
of
th
e 
I
m
m
e
d
ia
t
e 
A
c
ti
o
ns
a
n
d 



th
e 
C
o
m
p
le
t
e
d 
D
a
t
e.

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.

 

Back to the top

Related articles

Complaint: Sending the Acknowledgement Email
Complaint: Internal Investigation
Complaint: Commercial Response
Complaint: Customer Communication
Complaint: Close a complaint
Complaint: Related Lists
Complaint: Reporting on Complaints

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/

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
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