
Customer Request: Create a customer request
 

Overview

In this section, you will find information about how to create a customer request in SalesForce. 
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Step By Step

New Case Creation 
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Case Information 
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infor
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Additional Accounts can be added to the Accounts related list.



-GBU
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the 
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Pro
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Rej
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Estimated Resolution Date

Automatically filled in for some GBU based on Customer Classification and Priority for example
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rece
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Ori
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und 
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und 
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Eac
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es. 
The
diffe
rent
assi
gne
es 
are 
the 
pers
ons 
in 
char
ge 
of 
one 
or 
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e 
step
s of 
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Cus
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er 
Req
uest
proc
ess.
•Da
vid 

 can
Ass
ign 
2 
diffe
rent
peo
ple 
to 
the 
Cus
tom
er 
Req
uest:



-Ori
gin
ator
: 
The
pers
on 
logg
ing 
the 
Cus
tom
er 
Req
uest
– in 
our 
cas
e D

.avid
-No
tified
: 
The
pers
on 
that 
nee
ds 
to 
be 
notif
ied 
of 
the 
Cus
tom
er 
Req
uest
The
App
rove
r 
and 
the 
Pro
ces
sor 
will 
be 
auto
mati
call
y 
assi
gne
d 
by 
the 
Syst
em 
bas
ed 
on 
eac
h 
GB
U 
rule

 

Severity 



Duri
ng 
the 
Cus
tom
er 
Req
uest
Reg
istra
tion 
step
, 
Dav
id 
nee
ds 
to 
fill-
in 
the 
Sev
erity
of 
the 
Cus
tom
er 
Req
uest
. 
The
re 
are 
3 
type
s of 
Sev
erity
:
-
High
-
Me
dium
-
Low

•Th
e 
Sev
erity
is 
by 
defa
ult 
on 
the 
valu
e M
edi

.um



The
defi
nitio
n of 
thes
e 
sev
erity
valu
es 
is 
the 
follo
win
g: 

Customer Request Visibility

Customer Requests have 2 
visibility options to manage 
confidential cases

• : the Customer Request is Visible
visible by everyone (by default)
• : By ticking the box Confidential
“Confidential”, user make the 
Customer Request accessible only 
to the  (User or Queue), the Owner A

 and the  .pprover Case Team

Customer Contact Information 



Multiple contacts can be maintained on the Customer Request. David can maintain a main Contact and has the possibility to add  in the related list once Additional Contacts
the Customer Request is saved.

Example

•When choosing a Contact, David can search for any Contact but the Contacts related to the Account Name will be the ones displayed by default. To show the Contacts not related 
to the Account Name, David needs to click on “Show all results”.

Request Description

•More detailed information on the Customer Request are populated in the Description Section. This section contains the following fields:
- : Final Customer (Ship-to).End Customer
-  Detailed description of the Customer RequestInternal Description:

- : Opportunity related to the Customer Request.Opportunity

•Once David has populated all the relevant fields for his Customer Request, he can save it by clicking on the  button.Save

Adding Products

Legislation on distributor1

Receiving the distributor’s / end customer’s name is forbidden unless specific technical/quality support.
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Adding Additional Accounts
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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.solvay.com/display/ISAPPSUP/Customer+Request%3A+Introduction?src=contextnavpagetreemode
https://wiki.solvay.com/display/ISAPPSUP/Customer+Request%3A+Approval+Process?src=contextnavpagetreemode
https://wiki.syensqo.com/display/ISAPPSUP/Customer+Request%3A+Processing+the+Customer+Request
https://wiki.solvay.com/display/ISAPPSUP/Customer+Request%3A+Final+Communication?src=contextnavpagetreemode
https://wiki.solvay.com/display/ISAPPSUP/Customer+Request+Closure?src=contextnavpagetreemode
https://wiki.solvay.com/display/ISAPPSUP/Customer+Requests%3A+Related+Lists?src=contextnavpagetreemode
https://solvia.solvay.com/
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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