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User Guide:  Documenting Customer Feedback

1) When feedback is received by someone who has access to CRM:

a. Take Appropriate action to provide corrective action

b. Create a Case in CRM

i. Leave priority level at Medium

ii. Fill in applicable CO#, PO#, RMA#

iii. Select Case Origin

iv. Select Case Category and Reason from drop down list

v. Select Market Sector, Market Industry

vi. Change subject line to explain market, product or department issue; examples:

(1) RMA/IMI product did not work out of the box

(2) CSF1234/LD customer not satisfied with technical answer

(3) Could not place my order on PCB.com

vii. Enter the Voice of the Customer in the description field and document any actions taken to initially satisfy the customer (ex. RMA issued, Replacement sent, quote send, task created for follow-up, etc.)

Note: Tasks can be created from the case and assigned to others from the case to perform the appropriate follow up.

Note: Additional action/communication not assigned in a task can be added using case comments 

c. Save 

d. Per SM25- If additional customer follow up is needed, the complaint team will assign a task from the Case.  Additional follow up and comments are to be documented in the assigned task comments. 
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