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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Received Date

Estimated Resolution Date
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Severity | Medium ¥

Case Origin | Inbound email
Type

Confidential

T



The
defi
nitio
n of
thes

sev
erity
valu
es
is
the
follo
win

Severity* Definition

— According to GBU's standard answer lead-time, GBU's customer
Mediums? segmentation, senicing level or commercial agreement defined with the

customer

“*Please note that the definition of severity is GBU specific and it may vary according customer segmentation, servicing level and/or

terms defined with . Ay elatedto GBU internal procedures should be shared during CRM
training sessions.

1The servicing model represents how the GBUs address customer/segment needs
=Critical means for example that customer's production line could be stopped ifthe customer requestis not resalved in due time. (Not exhaustive)
3The user can select these values fromthe pick list but by default the value is set on “Medium”.

SOURCE: Interviews with GBUs

Customer Request Visibility

Customer Requests have 2
visibility options to manage Case Information

confidential cases

«Visible: the Customer Request is o

Account Mame | TEST FF oOX
Subject | Gustomer Request

Movecare -
visible by everyone (by default) Bu :m oT
«Confidential: By ticking the box Product | X
“Confidential”, user make the Type | Lobels (EcoceniEcclabels) ¥ s
Customer Request accessible only sabType [ “hione— v 4
to the Owner (User or Queue), the A Oniginator | Fiipe Fraitas Y
pprover and the Case Team. CaseOwner  Fiips Freltas

Customer Contact Information

statws | Opan -
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Recetved Date ] 13.09-2016 | [13:-09-2016]
Estimated Resolution Dute 13050016 | [13:00-2016]
Requested Resolution Date  [13.00.2016 | [ 134092016
Priotity | Medium ¥
GBU Customer Segmentation | GBLIL4E31T ]
Case Onigin | _pane. v

Case Record Type  Customar Request
Clone Customer Request 5



Multiple contacts can be maintained on the Customer Request. David can maintain a main Contact and has the possibility to add Additional Contac
the Customer Request is saved.

Custamae Contact IMomation

Contsctname | )

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 shc
to the Account Name, David needs to click on “Show all results”.
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Request Description

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

-Opportunity: Opportunity related to the Customer Request.

@ Legislation on distributorl

Receiving the distributor's / end customer’s name is forbidden unless specific technical/quality support.
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Related articles Need help?
® Customer Request: Introduction To request any support or if you have identified a bug or incident ,
® Customer Request: Approval Process please create a Freshdesk ticket using Solvia platform : https://solvia.
® Customer Request: Processing the Customer Request solvay.com/
® Customer Request: Final Communication
® Customer Request Closure & sowvay
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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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