
SpP Cases : Complaints , TRS , NCMR , CSR, Credit Note

Reference Documents

Complaint + List of root cause    (folder shared with Jeff & Jason) Complaint Training material Complaint KT documentation   Complaint general 
process : Diagram Flow1 / Diagram flow2

NCMR Non Conformity Material Report   (folder shared with Jeff & Jason)      Training material + functional documentation NCMR KT Documentation
  NCMR Fields specifciations & Guidance for success  NCMR emails 

CSR Customer Service Requests :   -   CSR Training material CSR KT documentation

TRS Technical Requests System    and TRS Training material TRS KT documentation

Credit Note    Credit Note functional Design Credit Note Training material

Complaints

This error means that the  or  is inactive : account owner  Primary CTD

forward ticket to GBU Data Steward to update the user at Account 
when inactive user has been replaced, check user is able to create the complaint

The complaint's type and some other fields are used to assign the case:

If the type is "Supply chain": case type primary + BU + plant. Please note that BU will be removed from iCare in 2021 (with ECCO project) so 
this logic should change.
If the type is "Technical": product family + plant. 

Users indicated on the creation form will be automatically changed by the system according to these rules.
If the account is a SKA one, then some users also are notified:

The Sales Manager (routing matrix) and Cluster VP receive a notification.
Users on “SKA complaint notification” public group receives a notification.

Request :  the user request to update the users who are notify in case of an SKA complaint

Solution :  

Open ICARE
Move to Set up menu, Public group
Search the SKA complaint Notification group
Edit the group and update the members as requested.

To learn more about the notifications, please refer to these 2 Jira:

 Unable to locate Jira server for this macro. It may be due to Application Link 

configuration.

 Unable to locate Jira server for this macro. It may be due to Application Link 

configuration.

Procedure to update the notified users for a complaint related to an SKA account.

Initiation

Containment: to find the solution. Example: change the packaging of one product if a liquid flows. It is the case owner who is managing this step.

: iInvestigation and Verification f the case owner considers the request as “not valid”, then the case is "Archived - Case Not Valid". 

 Unable to locate Jira server for this macro. It may be due to Application Link 

configuration.

 Unable to locate Jira server for this macro. It may be due to Application Link 

configuration.

https://drive.google.com/drive/folders/1ZnWIaFlZ-8xyMXaGTsYV0Zip-8wchiV_
https://docs.google.com/presentation/d/1eOfB8vnD8SmxwlGBPZikVNQml9zBwVkp/edit#slide=id.p1
https://app.diagrams.net/#G167Ywq0z7CSbN_e7KfV15wsfEuuQsqqZ0
https://app.diagrams.net/#G1MVufmWiJKTX4zL575PT2Ro6vS9BghNxM
https://drive.google.com/drive/folders/1ZnWIaFlZ-8xyMXaGTsYV0Zip-8wchiV_?usp=sharing
https://docs.google.com/presentation/d/1e9wKYtv-edtk7E0KOKyQggU3Sshg5HP-/edit#slide=id.p1
https://docs.google.com/spreadsheets/d/1A0Q5ACkPaauYwfHRLmI9Y8O-bNzDP2zECaTjTzL3vSE/edit?usp=sharing
https://docs.google.com/document/d/1YGJFUG5d5vqMaQglZBzaliIt46c2d0b3-_aZtaiBops/edit?usp=sharing
https://docs.google.com/presentation/d/1etn4TCdgTEm2QPgWA4vcTCRjv-pzOcTQ2w0goKePqLg/edit
https://drive.google.com/file/d/13sPoZ5y_XG-RLPmFa2MMtIOXm7oVuZCO/view?usp=sharing
https://docs.google.com/presentation/d/1csTlx4B_EzWRPOlH8zf92rkQh3TPuV1G/edit#slide=id.p3
https://drive.google.com/file/d/1wsgbmN5RJEc3fRt0d667M9iG91cikib2/view?usp=sharing
https://docs.google.com/presentation/d/1Pl_6NjLGsjxKne89ClEl8hLNBRFK0B5W/edit#slide=id.p1
https://docs.google.com/presentation/d/16Gmyep9t1zE-RUHKEfw6EjRyMlVVjAuhUYcWJ1K_31c/edit?usp=sharing
https://docs.google.com/presentation/d/111GxGj8rgecao5R0UlOYGn5Nr_2dXbkU/edit?usp=sharing&ouid=100859724125843734572&rtpof=true&sd=true


Resolution

Root cause: selected when the investigator found the origin of the issue.

Implementation

Verify effectiveness & prevent recurrence: we start working on a solution. Investigator has to assign an "Effectiveness auditor". He validates or not the 
solution.

About the status:

Closed - Awaiting CA Verification: after 50 days, a notification is sent to the case owner. Technically, it will be indicated “Closed” on the path 
but it will be needed to change the status from “Verify Effectiveness” to “Prevent Recurrence”.
Prevent Recurrence: open the tab “Closed”.

Closed

Is customer communication required?

If no : Closed - No further communication = no communication sent.
If yes: Closed - Final Customer Communication.

If the complaint is open but without activity: the Process Owner receives a notification within 3 days.
A notification also is sent to all case teams each 6 hours (12am, 6am, 12pm and 6pm).
No! If someone manually changes the status on the "Details" page, it is required to change it back so the system can correctly works. When working 
on tickets related to complaints, please be careful and check the history. If you notice that one step is missing, it means that someone changed the 
status manually. Example: you can't just close a complaint. Steps before have to be completed.

in order to address a corrective action identified during a quality audit, we need to activate an email notification reminder to following recipients based 
on the  specified within the complaint case. Effectiveness assessment date

now on Corrective implementation Tab - , the user need  to filled the  andImplement Corrective Action Planned Assessment Date  Effectiveness 
Auditor to move forward on the next step 'Verify Effectiveness & Prevent Recurrence

The flow   sends an email when the complaint move to assessment stage , and,   if the Assessment date is not filled after Effectiveness Status  5  days 
(at the   field), then another email is sent.effectivenss_Days_After

The effectivenss_Days_After  is calculated  using  a custom metadata  Case_Effectiveness_Date Number of Days  :  and the field with the formula Plan
ned_Assessment_Date__c + Effectiveness_Date.Number_of_Days

:  Case Status Effectiveness    Assessment date) The email template  (with email alert : send a reminder to the owner , the case investigator and and 
effectiveness Auditor

(see JIRA SCME-3021)

NCMR : Non Conformity Material Report  

NCMR is not a complaint and never related to a customer . It is ony internal quality process to track Product non conformity (SpP was using obsolete 
DB Lotus Notes to register NCMR, other GBUs are using Gensuite or other applications).

Transition Project NCMR organization
 Demo NCMR in CRM

 Functional Design

 : Jason Loe (backup Andrew Liguoni)Process owner
NCMR has Status  only during creation, status will automatically change to " all statuses are changed manually by user ,  "Open " Containment", then 
normally only 2 different persons are involved in this process and are part of site Quality team : originator/investigator and case manager who verifies 
prior to close NCMR )

Order information is entered by any user at creation but only few users having permission set can modify .

Planned Completion date : this date is used to generate an email notification the day after to case manager to proceed to verification and then 
closure.

Re-open NCMR : only Process owner / GBU data steward or Admin can re-open a NCMR : always transfer to process owner first or in absence to 
GBU data steward , Admin lite to do only if no other option.

https://docs.google.com/presentation/d/1fb0T9HV3MvQeA39cYhoPAclTzSHr7tK7oDYNc71P8YI/edit?usp=sharing
https://drive.google.com/drive/folders/1ITMTm3JEKsvLPIQ6DbQ_QbcezLmn_Wes
https://docs.google.com/presentation/d/1BbXo_Ofs5ZK-LyMYnBpXoebo6WhFF-xmVtsm0Pqv1uU/edit?usp=sharing


Closure NCMR : only authorized users can close a NCMR (Permission set = "Permission to close NCMR") . There is another persmission set named 
"Ppermission to Edit NCMR" but that cannot Edit closed NCMRs , only open ones , must re-open NCMR prior to Edit .

There is a  to follow activities .NCMR dashboard

CSR : Customer Service Request

A CSR is ...

 Functional Design

 : Process owner
CSR  has Status   "Open "

TRS : Technical Request System

TRS is technical requests from customer.

 Training material

 : Process owner
TRS has Status   "Open "

Credit Note 

The Account Owner or CSR (must be added in the Account Team) can create a Credit Note, but sometimes they might face the following blocking 
error:  

This can happen because there is a pending cluster challenge that is locking the Account:

blocked URL

In this case, the best is to contact Sarah so that she can approve or reject the cluster challenge.

https://drive.google.com/drive/folders/1KIM-IuFd_nKmT9OoMQ26WpvdCn-Jaevh
https://docs.google.com/presentation/d/1wsgbmN5RJEc3fRt0d667M9iG91cikib2/edit
https://chat.google.com/u/0/api/get_attachment_url?url_type=FIFE_URL&content_type=image%2Fpng&attachment_token=AAUuIGsLdnY3o%2By%2Bj%2B%2BUXHks2mgbckD4woTcahuOk1JLl3JaTZR0JvoRmYCWl2kqT7nDoaqlcCsPMWf0LO1tLgGtEmGbA%2BT1xPrPYBl9HGhrg7zFV2MdZX5V9buxVP6ePeuLCt7YDtJVbXb5BaeU8ldgCjsrf473BYBkP06awmswYWTzlD4HMIYsUS4r%2FHiscbbr9Iet1TP%2BgUoVxA2thKh5npPrLklHHvuFI6%2FaElQwJVPVFkz8zaAcFcCi6zyD%2FWVoztA8qZ44we27EnH40h0EW%2BuA4QI1fopopiZC9GqbY6S3BiAj7dA9P2ue4spE9WKxtwRUoOBu5bZpaXmtqaQHmQVWwtVTmr45%2FOvqzfiQHS71tGEg5G9Z8D3Hd%2B9Ut0mq0JG%2B8ABL9Dm5D3vnfosZ47Z5KjHpwdEqpw%3D%3D&sz=w512
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