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2. ORIGINATOR  
 
Employee or Customer Service 
Department logs information 
into database 

1. CUSTOMER INPUT 
 
USER ENTRY 
Customer Concerns are 
received by phone, email, 
letter, etc. Internal Concerns 
are tracked by Area Name 
and Location 
 
AUTOMATIC 
Customer or Internal Web 
Portal delivers new 
Concerns directly into the 
database via web site form 
 

ACTION  
Initial response to 

customer 

AUTOMATIC OWNERSHIP ASSIGNED BY CONCERN TYPE 

ACTION(S)  
Internal  
External 
Supplier 
Distributor 

6. REAL-TIME REPORTING 
 
Integrated standard reports 
and custom queries provide 
detailed data / trend analysis 
for quality improvement  
 
Color charts with drill-down 
are built-in 

ACTION  
Final close 

out with 
customer 

REPORTS & 
CHARTS  
Quality Assurance  
Review Board 

REPORTS & 
CHARTS  
Regulatory  
Agencies 

REPORTS & 
CHARTS  
Management 
Strategic Planning 

REPORTS & 
CHARTS  
Customers 
Suppliers 

5. CONCERN OWNER 
 
Approval to close a 
Concern (optional) 
 
Verification Step for 
Corrective Actions 
 
 

4. ACTION 
OWNER(S) 

Workflow Diagram 
3. CONCERN OWNER 
 
Accountability is based on 
ownership which can be 
assigned manually by the 
originator, or automatically 
assigned based on the type of 
complaint received  
 
Automatic reminder, past due, 
and escalation email messages 
are available in addition to 
user-defined document 
templates 
 
Category Standard Actions 
can be used to automate 
required steps 

 

CUSTOMERS 

INTERNAL AREAS 

 

 

 
 

RESPONSES 
 
PREVENTIVE ACTIONS 
 
CORRECTIVE ACTIONS 

 

EMAIL  
Integrated  
email  
templates 
 

 

 

EVENT 
MANAGER 
3 types of 
automatic 
emails 
 Reminder 
 Past Due 
 Escalation 
 

  
 

 

 
 

USER ENTRY 

WEB PORTAL 
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