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User Guide:  Documenting Customer Complaints in CRM

1) When a Domestic Customer Complaint is received:

a) Take appropriate actions to ensure TCS
b) Create a Task in CRM
i) Change Assigned To field to appropriate Field Sales Rep

ii) Change Subject Line; examples:
(1) RMA/TCS Concern /PLT product under 1 year old 
(2) CSF1234 /TCS Concern/brief description about dissatisfaction
(3) TCS Concern/ customer never received quote 
iii) Enter Due Date of 1 month out 
iv) Enter “TCS Concern” in Type field
v) Enter Comments on action taken to initially satisfy the customer (ex. RMA issued, Replacement sent, Quote sent, etc.)
(1) Note: any additional actions or communications between Inside Sales and Customer should be documented in the original TCS Concern Task and should include intials and date.  
vi) Attach Supportive documentation to task
vii) Leave Task Status as “Not Started”
c) Save
d) Per SM25-If not product related; Forward Details of complaint to Director of Quality for determination if CAR(QC) is required

2) The Field Sales Rep will receive an email notification of the TCS Concern task.

a) The Field Sales Rep will determine when and how they will respond to the complaint
b) They will add notes of actions taken and customer communications to the Comments Field in the Task along with their intials and date. 
i) Note: Outside Sales complete and create new tasks until TCS is achieved
3) If CAR(QC) was created by Director of Quality; When it closes :

a) The initiator of the complaint contacts the customer to ensure TCS 

b) The initiator adds detailed comments to the original TCS Concern task.

c) They leave the task status as they found it. 
i) Examples. Not started, In progress, Completed. 

d) Save
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