
Complaint: Internal Investigation

Overview

In this section, you will find information about:

How to find a complaint assign to you
The investigation information to input
The root cause analysis (8D, 5 WHY)
The corrective actions
The Assignee notification

 

Concerned profiles:

     ALL
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Step By Step

Next process step
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•Let’s follow John, working in Supply Chain and member of a Investigation Queue for his GBU, while he completes the Investigation part of the Complaint.

Investigator notification

Investigation 



Since John is part of a Queue that is the new Owner on the Investigation phase he should ‘pick up’ the 
Complaint for himself (meaning that he should be the new Owner of the Complaint) in order to:

 

Allow the other members of the Queue to know that John is working on the Complaint and remove the 
Complaint from the Queue scope
Be added automatically to the Case Team as the Investigator

 

 John have two ways of transfer the ownership from his Queue to himself:

 

Accept the Complaint from the Queue List View
Or, open the Complaint record page and manually change the Owner to himself by clicking the ‘Change’ button 
next to the Owner Name

 

•Once John is the new Owner, he can open the Complaint, click on Edit and scroll down to the Investigation 
section to start filling the Investigation information.

 



 

•Under the Investigation section, John can also flag if a Sample was Requested. In that case, additional fields 
appear:
Sample Requested Date
Sample Received Date
Customer Sample Reference
Sample Source

Root Cause Analysis
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Corrective Actions
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Effectiveness Verification 
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Assignee Notification

•John’s GBU has implemented a rule that the new Owner should be a specific User as the Commercial Assignee for this Complaint criteria.
•Once John has completed the Investigation part, he can update the Status to Under Review.
•The User or Queue in charge is notified by an email. A notification flow sends an email to the appropriate assignee to inform him that the status 
was changed and that further action is needed.
•The Case Team Members and the Solvay Contacts that are selected to be notified when the Status is changed to Under Review are also notified.
•Additionally, if John would like to manually assign the Complaint to a particular Colleague or to one of the Queues available on the System, she 
should click the Change button next to her name and select a value on the screen.

•These notifications are meant for users who need to on the Complaint. Other users can always consult the Complaint or the Reports if take action 
they want additonal visibility.
•  ! The Complaint is created and a notification has been sent to the Investigator to inform him that he can begin the Investigation.Well Done David
* Make sure you select the flag ‘Send Notification Email’ in order for the new Owner to receive the notification

Back to the top

Related articles

Complaint: Create a complaint
Complaint: Sending the Acknowledgement Email
Complaint: Commercial Response
Complaint: Customer Communication
Complaint: Close a complaint
Complaint: Related Lists
Complaint: Reporting on Complaints

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

https://wiki.syensqo.com/display/ISAPPSUP/Complaint%3A+Create+a+complaint
https://wiki.solvay.com/display/ISAPPSUP/Complaint%3A+Sending+the+Acknowledgement+Email
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