P9. Customer Request Management

Presentation

Definitions & Objectives

The Customer Requests module allows to capture, log, approve, process and resolve Customer
Requests. This module also enables to communicate with the customer on progress and resolution.
Additionally, in case of similar requests, a Customer Request can be cloned. The values can be edited
before saving the cloned Customer Request or can be canceled.

There are 2 types of customer requests:

® Standard customer requests
© A customer request represents one or more demand(s) from a customer related to one or
several areas (e.g. logistics, packaging, documentation, training, technical support,
regulatory compliance)
® Special customer requests
O Special Customer Requests process deals with managing requests coming from the
customer that deviate from Solvay GBU standard offering (e.g. product specifications, way of
handling quality system , shipping)
® Scope:
O In Scope : Standard Customer Request
O Not in Scope: Special Customer Request
© In Scope but not handled through Customer Request : Sample requests

Process Overview
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Customer Request Management has 5 main steps which are as follows:

Prompt logging of a Customer Request after reception with upload of pictures and
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attachments. Submitting the Customer Request for approval
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Rules for the Approval process have been implemented by each GBU where a Customer Request
can be automatically approved, be assigned to a User to approve or rejected, or be assigned to a
group of Users.

Approval
Process

After the Customer Request is approved, it is assigned to a User or a group of Users to be processed.
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Customer When the answer/solution to the Request is provided, the Communication to the client can be sent.
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When the Request has been solved and communicated to the Customer, the Customer Request can
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Learn more by using the
Interactive guides
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« Opportunity Navigation
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» Create Quote + Line Item & Generate PDF
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« Create Visit Report + Add Contact & Team
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* Create Sample
» Create Customer Request
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https://wiki.solvay.com/download/attachments/28429127/image2017-4-28%2010%3A48%3A43.png?version=1&modificationDate=1494939264058&api=v2
https://docs.google.com/presentation/d/1OqSF9JB5JhEG-nb7ksw0MGhxhcf-vySlpxRvHS8O5Yo/edit#slide=id.g2ca83c32f04_0_0

	P9. Customer Request Management

