
Complaint: Commercial Response

Overview

In this section, you will find information about:

How to find a complaint assign to you
Investigation result
Credit note and Compensation

 

Concerned profiles:

     ALL
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Step By Step

Next process step

•
A
s 
J
o
h
n 
u
p
d
a
t
e
d 
t
h
e 
S
t
a
t
u
s 
t
o 
U
n
d
e
r 
R
e
vi
e
w
, 
t
h
e 
n
e
w
O
w
n
e
r 
(
a 
s
p



e
ci
fi
c 
U
s
e
r,
a 
s
p
e
ci
fi
c 
Q
u
e
u
e 
o
r 
t
h
e 
d
e
si
g
n
a
t
e
d 
I
n
v
e
st
ig
a
t
o
r 
fr
o
m
t
h
e 
C
a
s
e 
T
e
a
m
) 
is
n
o
tif
ie
d 
b
y 
e
m
ai
l 
t
h
a
t 
h
e
/s
h



e 
n
e
e
d
s 
t
o 
t
a
k
e 
a
ct
io
n.

Let’s follow Laurie, working as a Customer Service Representative and assigned automatically based on her GBU Rules as the Commercial Assignee for Complaints with this Criteria 
while she reviews and completes the Complaint.

Commercial Assignee notification

•In order to get to the Complaint 
page, Laurie can either  the find

Complaint on the  object Case
or simply  on the Complaint click

link in the notification email.

Creation and validation of investigation results
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Credit Note and Compensation



•On 
the 
Compl
aint 
page, 
there 
are 2 
differe
nt 
ways 
to 
record
compe
nsatio
n of a 
Compl
aint.
-
Credit 
Note
-
Comp
ensati
on

•Under
this 
sectio
n, 
Laurie 
can 
fill-in 
details
about 
how 
the 
Compl
aint 
was 
resolv
ed in 

the Co
mmer
cial 
Respo
nse 
Propo

 sal
text 
box 
sectio
n.



•Furth
ermor
e, she 
can 
indicat
e if a 

Credit
 Note

or a C
ompe
nsation
are 
applic
able 
to the 
Compl
aint. 
In the 
case 
that 
they 
are, 
Laurie 
can 
mentio
n the 
Credit
Note 
Refer
ence, 
Comp
ensati

 on
details
and 

their A
mounts
.



•Last 
but 
not 
least, 
she 
can 
indicat
e if 
there 
were 

any 
Other 

 Costs
and 
the 
sum 
of the 
Credit
Note 
Amou
nt, 
Comp
ensati
on 
Amou

andnt 
Other 

 Costs
is 
autom
atically
calcul
ated 
in the 
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ll 

 Costs
field. 

The O
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 Costs
field 
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also 
be 
chang
ed 
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* 
Make 
sure 
you 
select 
the 
flag 
‘Send 
Notific
ation 
Email’ 
in 
order 
for 
the 
new 
Owner
to 
receiv
e the 
notific
ation
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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/

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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