
Complaint: Customer Communication
 

Overview

In this section, you will find information about all the comunication which can be sent to the customer:

Acknoledgement
Final communication
Ad-hoc email
8D report

 

Concerned profiles:

     ALL
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Step By Step

 

Final Communication to the Customer

 

As Laurie updated the  Status
to  Communication Ongoing
and since Laurie’s GBU 
request to be herself to send 
the Communication to the 
Client, she will remain the 
owner of the Complaint and 
need to perform the 
Communication Actions

Laurie will be able to first 
generate the 8D report if it’s 
requested by the Client and 
then to prepare and send the 
Communication emails to the 
Client.

 

 

 

8D Report



•Laurie can generate an  if this is needed by 8D Report
the Customer by clicking on the  Generate 8D Report
button on the top of the Complaint page. Users are 
able to change the Language of the template of the 8D 
Report.
•The 8D Report is filled with all the relevant data that 
have been registered during the Investigation by John. 
It remains editable and Laurie can change the data or 
add new data before she generates the Report.
•The 8D Report is saved as a Word Document as an 
attachment of the Complaint.



•All the relevant data that has been registered during 
the Investigation by John is mapped to the 8D Report.

•For a more detailed view of the mapping, please 
double click on the Word Document.

 

 

Actions on 8D Report are now linked with the Actions 
on the Complaint.

The Containment task appears on section D3
/Immediate Containment Actions, the Corrective Action 
task appears on D6/ Action Plan, and the other task 
appears at the bottom of the 8D Report
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Waiting for Final Investigation



•The 
Complaint
has been 
reviewed 
but 
Laurie is 
waiting 
for more 
details 
from the 
Investigati
on Team 
(for 
example 
waiting 
informatio
n from 
the 
Plant). 
Neverthel
ess, 
Laurie 
needs to 
send a 
Communi
cation to 
the 
Customer.
•Before 
sending 
the 
Communi
cation to 
the 
Client, 
Laurie 
should 
flag this 
Complaint
has 
Waiting 
for Final 
Investiga

. tion
Laurie 
can also 
provide 
an 
expected 
date for 
the Final 
Investigati
on on the 
field Waiti
ng for 
Final 
Validatio
n Date.



•Laurie 
can send 
the email 
by 
clicking 
on the Se
nd 
Custome
r 
Response
button. 
After the 
email is 
sent, and 
since 
Laurie 
has flag 
the 
Complaint
as 
Waiting 
for Final 
Investigati
on, the 
Status is 
automatic
ally 
changed 
to Waiting
for Final 
Investigati
on and 
the field F
irst 
Customer
Informed 
Date is 
filled in 
with the 
date of 
the 
action.

Final Communication to the Customer 
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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/

https://wiki.syensqo.com/display/ISAPPSUP/Complaint%3A+Create+a+complaint
https://wiki.solvay.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+Close+a+complaint?src=contextnavpagetreemode
https://wiki.solvay.com/display/ISAPPSUP/Complaint%3A+Related+Lists?src=contextnavpagetreemode
https://solvia.solvay.com/
https://solvia.solvay.com/


Complaint: Reporting on Complaints

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.solvay.com/display/ISAPPSUP/Complaint%3A+Reporting+on+Complaints?src=contextnavpagetreemode
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