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An Introduction to the Workbench Family of Software

The notes in this document are designed to give users an overview of this module of Workbench to help get started with the implementation of the software.  

Workbench is a collection of software modules designed to assist in the implementation and smooth operation of day-to-day management control. The overall system consists of the following modules:-

	· Audits
	· Nonconformities
	· ReportQuest *

	· Customer Care
	· Test and Calibration
	· Document Control

	· Training
	
	


*ReportQuest is different in concept to the other six modules; it is a ‘plug-in’ rather than a ‘stand-alone’ module. It integrates with any or all other modules and utilises the information stored in them.

Each module (apart from ReportQuest) has been carefully designed to be a powerful individual management aid and for many organisations, it may be entirely appropriate to run any on a ‘stand-alone’ basis. There is, however, considerable integration between the different modules and this could offer many benefits to organisations running a comprehensive quality or other compliance management system. Any company that wishes to adopt a ‘phased’ implementation can add modules to the system as and when required.

Workbench works with, and assumes a basic knowledge of, Windows 2000 or above.

Each module has its own electronic reference manual and on-screen Help system but these guides should not be seen as a substitute for professional advice and training. Workbench is designed to be extremely easy to use in its daily operation but the preliminary setting up of a module can be relatively complex. 

Conventions used in Workbench Professional/Quality Workbench.

Workbench follows the normal conventions defined by and used in Microsoft Windows XP/Vista standard software.  Some of the more common keystroke commands and conventions are mentioned here as a guide. 

1. Tab Key

This key is used to move from field to field.  As you Tab from field to field, you will know where you are by the flashing cursor or the entry in the field being highlighted in reverse colours. If the field is a button then a dotted halo appears around the button label.

2. Esc Key

The Escape key allows you to close from any of the screens in Workbench.  

3. Alt Key

This key, used in conjunction with the underlined letter in the menu, or where a selection is requested, will perform the action or allow further choices to be made.

4. Mandatory Fields

Mandatory fields are those fields where you must enter information before you can complete the specific task. The labels (Titles) to these fields are highlighted in blue and are underlined.

5. Search Buttons
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Search buttons allow you to filter search within a list of specific data. By typing some or all of the information you require in the box, and using either the mouse or “F” keys, you can narrow the range of information presented to the first instance of required search choice. Use the “Right Mouse Click” to reveal the choices available.
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6. Date or Calendar Fields

Clicking on this icon presents a calendar representing the current month with the current date highlighted.  
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Select your required date by using the month and year symbols at the bottom of this calendar screen and then selecting the tick symbol.
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Module Icons

These icons appear across the top of the screen. 

Simply select the icon with the mouse and the screen display will change to the selected module.

8. Right Mouse Button

Using the right mouse button will bring up a floating dialogue or action button box in many areas of Workbench.
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Speed Buttons

In each of the modules, a number of speed buttons enable common actions to be accessed quickly. One mouse click on the speed button will open the dialogue for that action.
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Task and Notification Icons

Alongside the Module and Menu icons, are the communication icons called Tasks and Notifications.

Workbench generates tasks and sends them to an individual user to perform.  These tasks will appear in the user’s task box and new tasks will be indicated by a “light bulb” symbol, which will change to yellow for new tasks.

11. Shortcut Keys

As with all Windows applications there are a number of key combinations which perform tasks as alternatives to using the mouse or drop down menu items.

Common among these the following can be used within Workbench:-

Ctrl+C – copies highlighted text to clipboard


Ctrl+V – pastes data from clipboard to application

NOTE for Quality Workbench Users Some of the elements discussed in this document will not apply unless you have licensed them.  Where possible these will be highlighted as licensable areas and in red type.
Logging on to Workbench

Select the Workbench Icon from your desktop and double click to open the program.
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The “Login to Database” screen enables you to select the database you wish to work with and for you to login to that database.

Whether you are using the Workbench Login, or using the Windows NT login, you will first have to set up yourself as a registered Workbench user.  

From the Log on to Workbench Screen, select a database, for example, “Live” or “Sample”.
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Select the down arrow to select your database
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In the Login ID, enter “admin” login name and password “admin”.
Each database has a default “super user” whose login is “admin” and whose password is “admin”, and you will need to login as “admin” to begin setting up the system.

You will use this login to set up your own initial Personnel information.  

Once your Personnel information has been logged in the system, and access permissions granted, then you should log out of the “admin” account and log in as yourself, using that account to enter the system configuration defaults and any further Personnel information.  This will ensure that an accurate audit trail is created with the named people performing the tasks.
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This Log on to Workbench Professional Dialogue Box will depend on whether your system is configured to use Windows NT Authentication login or not.  

If your system is set to use Windows NT authentication, then the screen will ask you to select a database, but will tell you that you are using Windows Login and Password to access Workbench.

Depending on the configuration, you may be asked for a password to login in at this point as well, but you will use the same password as used to log in to your network account

By Default logging on using Windows Authentication will use a system license.  A system setting is now available to default this to a Limited Access, or Workgroup license.

You may also wish to limit license use by getting users to select “Limited Access” from the original Login Screen.  

When a user selects the File menu and Login from drop down list, they can Login as themselves but then select the limited access button by adding a tick to the box.  This utilizes the Workgroup License XE "Workgroup License"  where available.
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The use of a Workgroup license will restrict users from accessing any of the module menu items, but will still have access to the File menu, Task and Notifications buttons and the Workbench Calendar.  

In addition, if external e-mail is implemented, responding via an e-mail message also uses a Workgroup license.

It is strongly recommended that you do not use the “admin” account for daily tasks, but for EMERGENCIES ONLY.

Navigation around Workbench

[image: image25.png]Quick Complaint Wizard

Compaint reacyfor completon

‘Yo have now entered al the histaric nformation for the camplaint, To camplete
the process cick.the Fiish'button below.

This wil sign-if the complaint and corective actions as complee.
Ifthete ae any modifications you wish to make to any partof the complaint then

use the Back' bulton 1o navigale 1o the ppropiite page in the wizard and make
the necessaty changes.

To abandon the complaint akogether simplyclick the Tlose'button




[image: image26.png]Report Complaint
Detaits | Descrpton | Analyss |
Complait Summay
Uses et IR 752009
Seach Code [Order mmber 35633
‘Sunmary Goods damaged at e of dlvery

Contact [Teny fuhitild I~ individusl

Date Repored [05/02/2007 BB Time [15:0718)

Reparted By [bow001 Bil Boves

Type [Damaged Seveity

Department [Logisis Response

Expected Cost

Product 24" Envionmental Enclosue

Document

Dete/Tine Due e
Date [3070372607 Bzp Hous [ i

Save Close. Help




[image: image27.png]Personnel Notification

The folowing persornel il be notiied becase of usiness es:

bowlDT  Bill Bowes
U001 Kevin Drummond
evallll  David Evans

These personnel have been added manualy:

berd01  Bergstiom, Gustal
bowd03  Bowers, David
eveOl  Everson, Poul

holdd  Holingswoth, Grahem

Thase in maraon marked vith an astrisk (7 wil be asked to
assess the complaint

oK




[image: image28.png]Report ssessed Complaint
Detaits | Descrpton | Analyss |
Complait Summay
User et V788544
Seach Code [Dider o 856547
‘Sunmary [Panwork on Casing Damaged

Customer Type
[ Company

Contact [Teny fuhitild I~ individusl

Date Repored [05/02/2007 BB Time [15:43:00

Customer [East World Machine Corpany

Repated By [admin Administiator

Assianed T [rob00T Steven Roberts

Type [Damaged Seveity

Department [Logisis ] Response

Expected Cost

Product 12" Envionmental Enclosue

Document

Date/Time Due Transter Timeout
Date [16/02/2007

Das Hous [ i

Save Close. Help




[image: image29.png]Base sign-off list

Please selectthe base sign-of personnel fiom the [st below. The perconnil yu select wl
utomaticaly be added 1 the sirvoff s duting the complaints fnal evien.

Avalable Selected

& e —

i Rt A acnin_admin ‘Adminisatal
qustafb. Bergstior bowl01  billbowes Bowes, Bil
bilbowes Boes. E
bowman Bowman
& Bowers,
broung Brown, G




[image: image30.png]Select Complaint to View

Select Complaint | Advanced Search

Complaint Search Citeria

Order by

@ Mumber " Lser e,

il by
Complaint Type

Searching by Number

€ Search Code C Summary

Status

€ Customer

Advanced Search
[~ Uss Advanced

Seveity

Complaints Malching Search

[Number [ User Refe. Search Ca.

Summay=

Customer Name~

12
13

14

15 8377
16 Inv74855
17,

18

19

5443

1NV 67254
Biminghem

No manuals received wih pan.
Cariage Chages too expensive
Installaion of equipment no o
Mounting holes not centred
Goods arived damaged
Industial damage to general i
Bils test compaint for Kingston
A major complaint

Wicro Electirics Corparation
East Wold Machine Campary
Focus Steel Fabrications
Focus Steel Fabrications

East Wold Machine Campary
Focus Steel Fabrications
David Maore Limited

Focus Steel Fabrications




[image: image31.png]Select Complaint to View

Select Complaint | Advanced Search
Complaint Search Citeria
Searching by Number
Order by Advanced Search
@ Mumber " UsetRel.  ( SearchCode C Summay  ( Customer ™ Use Advanced

il by
Complaint Type st Seveity

Damaged

Complaints Malching Search

Summay= Customer Name~

29 INV752003 inv752003  Gioods damaged at ime of del.. East Wold Machine Company
30 INV 788543 V788543 Paintwork on Casing Damaged  East Wold Machine Company
36 INV783544  Order No_.._|Paintwork on Casing Damaged  East Wold Machine Company




Main screen View
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The Module Icon Bar and the Module Menu Bar can be detached from the top area and can float on the screen.

Task Bar
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Workbench generates tasks and sends them to an individual user to perform.  These tasks will appear in the user’s task box.  
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Each task will have a light bulb, either yellow or grey to denote “read” or “unread”.

The status of each message will also be shown with an icon.
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Task is Outstanding



and can NOT be deleted.


Task is Overdue



and can NOT be deleted.

Task is Complete



and CAN be deleted.

Task has been Superseded


and CAN be deleted.

To help you navigate through Workbench you will need to become familiar with the drop down menus.
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File


Where am I?
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Login to Database…


User Preferences…


View Issued Documents…
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Workstation Settings…
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Workbench Help


About Workbench

Select File menu item and view the options available.

“Where Am I?” will tell you which database you are currently in.

“Who Am I?” will tell you your login ID and what access rights you have, either as part of a template or if access is granted as an individual.

Choosing “Login to Database” allows you to select a different database and allows you to login if you are registered to use that database.

“User Preferences” will appear if you have been given access to that menu item.  In User Preferences you can change your password, set your screen display preferences, nominate delegates and determine your own local workflow settings for your own tasks and notifications as well as test your e-mail account.  Access rights can be also be set individually to most of the functions within this area.

“View Issued Documents” will allow you to view those documents that you have the rights to view and that have an Issued status.
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“Workstation Settings” allows you to personalize the startup options for your particular workstation, by pre-defining which database is selected, what your login details are, which server you can connect to and which language dictionary you want to use.  Once selected here, this defines what parameters are selected as you log on to Workbench.  This area will always be available to the end user, but some of the elements, such as the language dictionaries, may be set using the configuration setup on the main server, and may therefore be read only.  

The Automatically Login option will depend on the database settings set on the server AND if this area has been licensed.

By Default logging on using Windows Authentication will use a system license.  A system setting is now available to allow users to set Workbench to default to using a Limited Access, or Workgroup license.
User Preferences

In the User Preferences menu item there are five tabbed pages available to all users individually.

Many of the settings will inherit the default settings as defined in the System Manager Module under the New User Settings found in the Workflow Configuration Centre.  These settings will apply to New Users entered into Workbench after these default settings have been created, and changes can be made by the individuals if the user permissions allow.  Access to the User Preferences menu item is controlled on an individual user or group basis under the System Manager Access settings. 

For users to be able to change their Password, access must be given to the User Preferences menu item. This will then give then the Password Tab where they can enter a new password.  Any constraints established in the system Manager module will be shown under the Password Details box.

Password Constraints are NOT available in Quality Workbench.
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Access to the next four tabs can be limited through the access settings, found in the system manager access menu, and is controlled as part of user permissions settings in Access menu in the System Manager module of Workbench.

If allowed, a user can test his own e-mail address, change the database language he uses for that database and change the way his document search lists are displayed.
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Forward external mail allows a user to nominate another user to receive ALL Tasks and Notifications that would be sent by the external e-mail system (if external e-mail is switched on).  All the tasks will be redirected to the e-mail box of the nominated user who will be able to respond to them, i.e. approve document etc, and sign for them as “on behalf of” using their own password.

Whenever an action is carried out as a result of forward messaging, its corresponding history entry is suffixed with an asterisk (*). Right-clicking on theses entries will then provide details of the user who undertook the action - for an example of this see Document Attributes | History in the Document Control module.

NB.  If mail attachments are sent via IntraVista Professional and are forwarded on to another user who subsequently carries out the action, the history entry will show that the action was carried out 'on behalf of' the original user.

If delegates are applied, then only those users who are defined as delegates will be available to select for forwarding external e-mail.

This forward external mail will stay in force as long as another users name is in the forward external mail box.  Remove the name from the box using the “Clear” button to stop external messages being sent to the nominated user.

Workload Manager

It is also possible to re-direct messages to a nominated delegate using the Workload Manager functionality.  This works in the same way that the forward e-mails works. Whenever an action is carried out as a result of forward messaging, its corresponding history entry is suffixed with an asterisk (*).  Right-clicking on theses entries will then provide details of the user who undertook the action.

Delegates
If access is allowed a user may nominate his own list of delegates, i.e. people who can act on [image: image43.png]Enter Rejection Reason
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his behalf.  (This is a licensable area for Quality Workbench Users).

Workflow Settings

Where the system administrator has granted access, then a user may also change the workflow settings inherited from the default settings.
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Each user can select to use the Quick Launch facility, which shows the last documents (up to 10) viewed in the file menu.  

It is now possible to replace the default background screen, which shows the module name, and can now be replaced with a defined Website.  This can be anything from the company default Intranet site, the IntraVista search page, or any other web site. In the Workflow settings, under Display Options, select “Display Web page in Workbench main dialogue”, and the type the URL in the “Web Page Address” dialogue.

“Only show count of outstanding tasks on task button” allows the control of the number being displayed in the “Tasks” button bar.  With this selected, only the number of outstanding tasks, those still to be completed, will be shown next to the Tasks button.

When a user logs in to Workbench they can decide, not only which module the system opens up in, but can also select to open the “Select document to view” screen to see, select and open a document.

Web Page settings
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The Web screen view can be controlled to show just the web page as defined by the administrator or an address bar can be added to allow users to change their web page URL themselves. Access to control this is given through the Workbench Configuration Centre settings.

Customer Care and Complaint Handling

[image: image4.jpg]



The Customer Care module offers an easy and systematic way of logging and tracking customer complaints. It works as an effective module on its own, but is also an important part of the integrated system, produced by Workbench Professional, to help companies achieve quality management control.
The internal monitoring of the progress of a complaint is a powerful feature of the module; the type and extent of monitoring can be customised to suit any company be they product or service based, large or small.

The maintenance of customer and contact records is an essential part of the module and users are encouraged to log as much detail as possible in order to offer an efficient service and to maximise customer satisfaction. Complaints can, however, be processed with minimal information, and a Quick Complaint Wizard allows the reporting, actioning and completion of a complaint in one easy dialog. This may be sufficient for the needs of smaller organisations or where it is necessary to simply record a complaint that has actually been resolved.

The comprehensive history log, shown on the History page of each complaint, means that it is possible to give customers a current picture of exactly how their complaint is progressing - what action(s), if any, are being taken, and by whom.

Business Rules and/or complaint timing may be applied to the whole complaint procedure; these features automate the messaging system and the timing of responses to the complaint.

Tight access control means that the system administrator may set up the running of the module so that users will only be able to see the part of a complaint or action for which they have ultimate responsibility.

The flexibility of the system extends to the many types of report that can be compiled, giving the administrator and/or quality manager valuable data such as the type and frequency of recurring complaints or how quickly complaints in certain departments are being dealt with.

The Complaint Lifecycle
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The Record

A Complaint has five main parts; 

Detail, 

Description, 

Analysis, 

Actions, 

History.                                                                                                                                                                
The Detail is the essential information about the complaint – who made it, what company is making it, when and to whom was it reported etc.


The Description is the extra detail of the complaint.


The Analysis is how the complaint can be grouped or categorised for reporting.


The Actions area is where tasks to investigate and resolve the problem are initiated.


The History is where all the steps taken in the progress of the Complaint is 
automatically recorded.

For any issue in an organisation, someone has to take responsibility for that issue. The person who assesses the complaint for veracity becomes the owner of the complaint. That person will then be able to monitor the progress of the complaint and assign actions to other people.  

With any complaint, there are two instances in its existence that are particularly relevant and where automated messaging can be triggered.

When a complaint is first reported.

(A complaint will also need to be assessed. This can happen at the same time as it is reported).                                                                                                                                                                                                                                                                                                 
When it has been completed.

At each stage, people are involved and they can be notified automatically that they need to take action.

An intermediate stage involves the notification of the fact that someone has assessed and accepted a complaint.  This is a NOTIFICATION only.

It is possible to automate this process by using Business Rules.

You will need to set up certain parameters before you can apply the business rules.

Settings

This menu allows for the setting up of fundamental parameters of customer complaints and user-defined areas for future reporting and analysis.

Settings/Region
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The Regional parameter can be used if you intend to categorise your customers.

Examples of such would be


by Region


North, East, South, West


by Area


UK, Europe, USA, Rest of World


by Market


Pharmaceutical, Medical, Beauty Products

This parameter is used in Reports.

Settings /Complaint /Type

Setting up different types of complaint will allow a unique set of Business Rules to be applied to the particular group. For example, Warranty Claims can be dealt with in a different way and under different rules to Dead on Arrival complaints.

Examples of such would be:

Invoicing Error

Late Delivery

Warranty

Damaged in transit
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Dead on Arrival
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Settings / Complaints / Transfer Reason

If a complaint is to be handled or owned by a member of staff other than the person who assessed it in the first place, then it has to be transferred and this transfer needs to be recorded – for traceability purposes. Your company may have defined procedures and so the reasons for the change can be logged here.

Examples of such would be:

Not Qualified To Complete

Insufficient Time
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Change of Role

New Department

New Member of Staff
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Settings / Complaint / Severity Level

Up to ONE HUNDRED different levels of severity can be labelled and given a weighting. 

Note.  A unique weighting has to be assigned. There are THREE ways to search for the particular severity level you desire, by Search Code (F3), Search within the Description (F5) or search by Weighting (F6).

Examples of such would be

 
Critical
90


Urgent
70


Major
50


Minor
10
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User Defined Complaint Action (Licensed Area)
When processing a complaint and assigning corrective actions to that complaint it is possible to launch another Windows application.  

This is now defined in the Workbench Configuration Centre in System Manager module.
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Examples of such would be:

To launch WORD and a preformatted response or apology letter.

This letter could be so constructed as to automatically fill in certain details.

Syntax in the Command line for launching WORD and a letter might be

C:\MSOFFICE\WINWORD\WINWORD.EXE   C:\TEMP\RESPONSE.DOC where C:\TEMP\RESPONSE.DOC is the path to the template letter.

Label for the button might be “Response Letter” or “Letter of Apology”.

NOTE: With the use of macros that can read information from QWCS.INI, you can automatically in fill data about the complaint into the Response Letter.

Settings / Actions

This element of the Settings menu had two elements to it; specification of the types of action to take and the possible reasons for actions to be transferred to a new Actionee.

Settings / Actions / Type

When responding to complaints there are usually ‘set tasks’ that have to be carried out. These can be pre-configured here.
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Examples of such Action Types would be:

Corrective

Design Review

Immediate

Preventive

Rework

Procedural Review

Investigation

Settings / Actions / Transfer Reason

As was seen above with transferring the whole complaint to the care of another member of staff, individual corrective actions can be transferred and again reasons should be noted.

When responding to complaint actions there are usually ‘set tasks’, initiated by the complaint owner, which must be carried out by the actionee.  There will be times when this is not possible, and the actionee can request that the actions be transferred to another person.  A reason MUST be given to transfer ownership of the action. These reasons can be pre-configured here.
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Examples of such Transfer Reasons would be:

Insufficient Resources

Insufficient Time

Inappropriate Actionee
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Recording of Suppliers and Products.

If the organisation manufactures product then you may wish to set up the various Products that could be involved with a complaint.  This area can also be defined in other modules such as NCR module, Test and Calibration.

Suppliers of product or service to an organisation can be recorded and recalled through Workbench Professional.  Any discrepancies can be reported through the NCR module, and Audits to be carried out against a Supplier can be scheduled through the Audits module.

Settings / Suppliers

Setting up the suppliers is completed through the “Supplier | New” menu item.

You can enter as much or as little information as is needed.

You will however be required to enter at least one contact in the “Contacts” section.
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Settings / Product

Setting up Products or services you supply uses a similar structure.
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You can enter information about the product and whether it is manufactured in house or bought in.  
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If it is manufactured in house, then a manufacturing cost can be associated with it.  
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If components or finished product are bought in then a link to the supplier can be assigned.
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Settings / User defined Analysis

There are four areas that you may wish to analyse in more detail; Customer, Contact, Complaint and Supplier.

For example

Customer:
What network do they have?



What is their Purchasing Power?



What is their turnover?



Do they have a support agreement?

Contact:
Has this person been trained?



Are they a decision maker?

Complaint:
What sections of ISO standard does this complaint infringe?



What sort of problem does this represent?



What range of problems can be identified, and detailed?



Is it a delivery problem, a service problem or is there another reason?

Supplier:
Do they have a recognised Quality System?



Do they have a returns policy?

The Analysis can be seen on the screen and can be printed from there in each case but can be ‘reported upon’ using ReportQuest Module.
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Customer

Customer Contact Management is carried out in this area.

Customer / Maintain

Details of Companies or Individuals are entered and updated in this section.

Customers can be Individuals (for Environmental Standard ISO 14001 these could be Stake Holders rather than true Customers) or Companies.

The details are separated into 4 parts


Company Details – name etc.


Notes



Analysis – How your company wants to see extra information


Contacts – Details on the contacts – with further Analysis and Contact Notes

Searching for a company can be done by search code or within Name, and filtering can be done on the type of customer as a company or as an individual.
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Customer / Search for Contact

Details of each contact on the database are held in the contact tables of the database and a search for contacts can be made from the “Search for Contact” screen.  To make the search and viewing easier the presentation can be sorted in five different ways, and the search can then be made in two ways.
Examples of different criteria for ordering the display are:


by search code


by name


by company


by position in the company


by postcode


which can be selected by using the right mouse button on the “Order By…...” button.
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Sort the contacts by Company.

For instance

find the contacts for East World Machine Co. by selecting the customer search button.

Customer / Move Contact

Sometimes a contact from one of your customers moves job to another customer company or sets up in business on their own. You can transfer them to the new company or set them up as individual contacts.

Helpful hint

The source contact is not deleted but marked as left (read only).

Similarly, if the source was a private individual various amounts of information may be retained by use of the options button (as shown below).
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Business Rules

With any complaint, there are three points in its existence that are key. These points are: -
at its creation – reporting, 
at its assessment, and 
at its completion – its sign off. 
Certain staff will be given the responsibility to either carry out the tasks of Assessing the complaint or be notified that the Complaint has been Reported, and later that the Assessment has taken place.

These steps can be processed manually by identifying the people, but time and effort can be saved and mistakes avoided by using the business rules.

The CUSTOMER CARE module provides for a sophisticated method of notifying and actioning of the Complaint automatically.

These business rules are triggered when certain incidents are reported that meet pre-defined criteria, and can be customised to conform to an organisations workflow.

There is no limit to the number of different combinations of events that can be created.

They can be turned off for Complaints if the circumstances require it.
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Rules are turned on or off through the Workbench Configuration Centre in the System Manager Module.

Default Business Rules

If you are using Business Rules, it is important that you set up the “default” rules, so that in the event of a Complaint not falling into one of the defined rules, then it will still be notified to someone.

There are three stages to a Complaint.

The first stage requires that when a Complaint is reported into the system, a task message will be sent to the defined individuals, and notification of the Complaint to another individual or group.

The second stage triggers a notification only message sent to the defined individuals when someone on the task list of the previous stage has assessed the Complaint.

The third stage is triggered once all the required actions (if any) are completed; the Complaint has been reviewed and is ready to be signed off as complete.  A task message will be sent to the person with responsibility to sign off a Complaint of that type and notification message sent to those who need to know that the complaint is ready for sign off.

All the individuals sent a task to sign off a complaint must do so before the complaint can be closed.

[image: image6.png]Edit Customer Care Default Business Rule

Detis | Task | Notatons |

Determine who wil be noifed when a Complain has been repotted and who wil eceive a request
1o assess the Complai,

Eventto be applied o

Event [Notiy of complint ready for assessment

Requied Inomatior

Deseition [Default Reporied

Search Cade [defieporte

Default Aules

The system alows you to maintain groups of personnel to be natfied o a Customer Care event by
defaitie I the system fas o find 3 match on any other of the noiication ries that have been
setup.

Itisimpotant tha these defaul groups are set up, otherwise an event that i to malch any other
tules wil ot be notfed to any persarnel,

Ifnofficaton s nct recuited at a, please set the apprapriae system parameter o csable tis.





Setting up Multiple Business Rules

With the Business Rules switched on, you can set up a simple set of rules by creating and completing the three stages of a Complaint.



Select “Rules | Business Rules”, and the New button.
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You will need to select an “Event”, give it a Description and select the various parameters that will apply.
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All the possible combinations will each require their own business rules, so a clear concept of the structure will help.  The more combinations you use, the more business rules you will have to set up to cover all eventualities.
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Decide who will need to act on the Complaint, and who should be advised that it has been reported.
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If you are using Personnel groups, you can see who is a member of the group by highlighting the group and Right Mouse Click.
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Complete the remaining two stages of a Complaint Business Rule, by selecting the person or group who will be required to “Assess” the complaint.  In the event of selecting a number of people or a group, the first person to Accept (or Reject) the complaint will become the owner and the tasks of the other people will be superseded.

Rules /Response Band

The ‘Ticking Clock’. 

Once a Complaint has been reported, a Response Band can be selected to apply to the Complaint as soon as the Complaint has been assessed.  The person Assessing the Complaint may decide on the Response Band at the time of Assessment.  This will start the Clock.

The clock is ticking on two counts; for staff to request help by asking for a transfer of ownership and for the time allowed to resolve the problem before it is escalated. Up to 100 different bands can be created and should be given a weighting, the lowest weighting being the starting point.  A complaint can be given a response setting anywhere on the scale and will progress from that point upwards governed by the weighting rule.

Response banding:

1-4 hours


80

24 hours


50

3 day response

40

7 day response

30

NOTE: a unique weighting has to be assigned. 
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The Time allowed denotes how long the complaint is allowed to exist at this response band before being escalated.

The Transfer timeout shows how long that complaint or action transfer requests are allowed to exist before being marked as invalid. This must be a shorter time than the Time Allowed for this escalation level.

Examples of use of Escalation would be: -

A company receives a complaint at the Sales Staff level. Once it has been assessed the owner would have 3 calendar days to resolve the issue after which time it is automatically escalated to their supervisor who has 24 hours in which to take over ownership and deal with it. Failure to complete in this time will result in the supervisor’s manager being informed. Ownership will stay with the supervisor until it is taken over by one of the people on the escalation list. That person may have 4 hours to resolve the complaint before it is again escalated.

NOTE: Ownership of the complaint remains with the original owner until accepted by the next person. 

To illustrate how response bands work, think of three different bands - Bronze (weighting 10), Silver (weighting 20) and Gold (weighting 30).

A complaint is reported and is set to response band Bronze. Nominated potential transferees are informed and are given the time allocated in the Transfer Timeout box to respond. If the complaint isn’t dealt with during the Bronze band specified time allowed, it is escalated to the next band up - Silver.

The escalation is recorded in the History log of the complaint as ‘Event escalated to response band Silver’. 

On escalation to a new response band a new due date/time is calculated; this is done by adding the old due date to the new response band time allowed plus the new transfer timeouts. 

At the same time, transfer requests are sent to users nominated in the Silver band list who are given the specified Silver Transfer Timeout time to either accept or reject the complaint. The first accepter of the complaint becomes its new owner.

If the complaint is neither accepted nor rejected by any of the nominated users within the transfer timeout allowed, the complaint owner remains unchanged. If the complaint is not then dealt with by its owner in the time allowed (as allocated by the response band) it is escalated to the next band up - Gold.

Users who have been nominated on the Gold list will be sent transfer requests and will be given the transfer timeout set in Gold to respond. If the complaint is accepted by one of these other users, they then become the owner of the complaint and have the remainder of the time allowed in which to deal with the complaint.

This process repeats until the top numerical response band has been reached. If the complaint is not dealt with during the time defined for the top band, the field is cleared and there is an entry in the History log ‘Event escalated at highest response band’.

When a complaint is escalated at any level, the current owner is always filtered out of the list to be sent transfer requests although they can be sent notifications.

Each escalation is recorded in the history log as ‘Event escalated to response band <xxxx>’.
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The Escalation Process

1
Response Band Assigned

Response Band can be assigned at Report Complaint/Report Assessed Complaint/Assess Complaint stage.

2
Complaint Accepted

Escalations do not apply to rejected complaints.

Stages 1 and 2 can occur simultaneously or independently.

3
Escalation Triggered

When the Complaint is accepted, the escalation is triggered to the Response Band Assigned at stage 1.  The timing for the escalation is taken from the time the complaint was reported.  Therefore if a complaint was reported at 10am, assessed at 10.15am, with the time allowed in that response band set at 1 hour, the complaint will escalate at 11am if not complete.

4
Do transfer requests apply

Transfer requests are not mandatory.  This allows for a complaint to escalate without asking other users to take ownership of the complaint.  

5
Transfer Requests sent

If transfer requests are allocated within the response band the complaint escalates to, then all users will be sent a task at the time of escalation to ask them if they wish to take ownership of the complaint.  The time allowed for transfer requests to be accepted is defined in the response band, and must be less than the time allowed.

6
Is request accepted in time

The first user who accepts the complaint becomes the complaint owner.

7
New Complaint Owner

The complaint now belongs to a different user.

8
Transfer times out

If none of the transfer requests are accepted within the allocated time, then the tasks sent to the potential new owners are marked as superseded and they can no longer accept the transfer request and therefore become the owner of the complaint.

9
Complaint Owner Remains

If either transfer requests are not used, or the transfer requests have timed out, the complaint owner continues to be the complaint owner at stage 2.  

10
Time Remaining in Response Band

The time remaining in the response band depends on when the transfer request (if applied) was accepted.  If for example the time allowed in the response band is one hour, the new owner will have one hour, less the amount of time it took for them to accept the complaint to complete it. 

11
Is complaint complete

A complaint can only be completed when all actions (if any) assigned to it have been completed.

12
End

If the complaint is completed, within the time allowed in the response band, the process of escalation ends.

13
Is complaint at highest response band

If the complaint has not been completed, and there are response bands of a higher weighting set, the process of escalation will start again.

14
Next Escalation Level Triggered

The system will calculate the next weighting level from the response band currently in use and the settings as defined in the next response band are used to repeat the process.

15
Complaint Overdue

If the complaint has been through the escalation process and has not been completed in any of the times allowed in the response bands, the complaint becomes overdue.  There will be a log in the history of the complaint to state that the complaint was escalated at the highest response band.  The owner of the complaint may still take the complaint through to completion even though it is overdue.  

Reporting a Complaint

Complaint

This area defines how complaints are reported and assessed. Complaints have to have been assessed before appropriate Corrective Actions can be assigned. There are two methods of reporting a new complaint and one method for entering historic (completed) Complaints.

Complaint / Quick Complaint Wizard

This section is used for entering historic (completed) complaints.

It will take you through each step to completion and sign-off of a complaint, including any actions taken.
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Fill in all the fields necessary, but remember that blue underlined fields are mandatory!!
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Complete the screens as much as possible, then set up the actions that were taken to resolve the complaint.
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Once all the information is entered, the complaint is then closed out.  It does not require any sign off.
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Reporting a new COMPLAINT and invoking the business rules.

Complaint / Report Complaint

This shows how complaints are reported by staff that do not have the authority to assess a complaint.

This method of reporting a complaint is used by those who cannot or should not assess the validity of the complaint.
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There are a number of data fields (blue and underlined) that are mandatory i.e. something must be entered.

Enter summary details in the summary box (a short description of the incident).

Enter the details of the company making the complaint and the name of the individual from that company.  If the company name is not in the list, then it can be added at this time, by selecting New Company.  If the Individual is not in the available list then this can also be entered at this time by selecting New Individual.

If the person making the complaint is an individual then uncheck or switch off the box next to the “Company” field.

Select the “Description” tab and enter a more detailed description of the incidence.  If no “Description” is entered, a warning message appears giving the option to add a description at the time the complaint is saved.

If you are using the business rules you will need to enter data into the selection boxes for source, department, severity or product as these fields can determine to whom the COMPLAINT should be sent for Assessment. Further information can be added in the User Defined Analysis fields. 

A Date/Time Due can be entered (if known).

The Date / Time Due will be filled in for you if you have decided to use response bands.
Once the “Save” button is pressed, the complaint will be saved to the database.

[image: image89.bmp]
If the Business Rules are active, a box will appear confirming the personnel to whom the notification of assessment will be sent.  Additional personnel can be added to this list. 

Those names identified with an asterisk, and coloured maroon will be tasked with dealing with the complaint.

If the Business Rules are switched off, but the check box allowing a manual selection of personnel was ticked, a similar selection box will appear.  Add the names of people by       selecting from the personnel list provided.

Complaint / Report Assessed Complaint

Where it is known that a complaint will be dealt with the person reports and can assess the validity of the complaint, and so decide who will become the initial OWNER of the complaint, can use this method of reporting a complaint.

You will need access to the Complaint Menu and the authority to assess the validity and severity of the complaint.

Complaints have to have been assessed before the appropriate Corrective Actions can be assigned.

[image: image90.bmp]
You need to decide who is going to take ownership of the complaint at this stage otherwise complete reporting the complaint as before.  

If no “Description” is entered, a warning message appears giving the option to add a description at this time.

Decide on the person who will take ownership of the complaint.  This person will decide and set the actions to resolve the complaint.

If the configuration has been set to allow the determination of the complaint final sign off stage at assessment, then this can be set at this time.  Select those required to sign off the complaint by highlighting the names in the left hand column and moving them to the right hand column.
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Adding an attachment to a Complaint or Corrective Action

It may not be possible to enter all the information required in the description box when entering a Complaint or Corrective Action.  Actual evidence in the form of letters, e-mails, digital photographs etc. may be needed as part of the Complaint.  

This information can be added to a Complaint or action using the attachments capability.

Attachments can be made at anytime during the processing of a Complaint or action, up until the point the Complaint has been sent for sign-off or the Action is closed.  

To be able to add or amend an attachment during the life of a Complaint or Action, the user must have edit rights to the Complaint or Action.

Selecting the “New” button in the middle right area of the screen activates the lower screen, where the attachment or file detail can be entered. 
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Search for the relevant file, give it a title, and select the save button.  Repeat for each file to be attached to the Complaint or Action.

Complaint / View Complaint

This will allow you to view Complaints and the search engines and filters that can be employed.

The order of the list can be changed using three standard filters and these can be combined with the Advanced Search criteria. Complaints can be viewed, and there are many ways to locate them. 
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The list can be arranged by:

Complaint Number

Reference

Summary

Search Code

Customer

[image: image93.bmp]
Filtering can be achieved by the following THREE means; 

Complaint type,

Status,

Severity.

The Status options are:

Pending rule assessment

Pending access assessment

Pending user transfer

Pending escalation transfer

Open

Pending rule sign off

Pending access sign off

Pending assessment purge

Pending sign off purge

(These terms are not user definable.)

Advanced search criteria include:

Relevant users (reported by, assigned to, department)

Response Band

Product involved

Document associated

Date complaint reported

Date complaint due
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Select as many parameters as you need to locate the complaint you wish to view, and the move back to the main complaint search page.  This will then activate the OK button and present a list of complaints matching your search requirements.

Control

This Menu allows for the processing the Complaint as a whole, the various ownership functions associated with the Complaint and/or dealing with Corrective Actions.

Edit Complaint Description

Before a complaint has been assessed, the complaint description is normally in read only mode. Only the person who originally raised the complaint can change it using the Edit Complaint Description menu.  At this stage they can also add any attachments to the complaint.
Once a complaint has been assessed the owner of the complaint can add to the complaint description as an appended note.

Control / Assess Complaint

If a complaint has been reported using Complaint / Report Complaint facility then someone has to “Assess” its validity and assign Ownership. (See Assigned to).
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If that person decides the complaint is valid and the complaint is ACCEPTED, then the person to whom it has been assigned becomes the OWNER and can Assign Corrective Actions.

That person is usually the person who Assessed or Accepted the complaint.

Depending on the Business Rules in operation and the Type of Complaint, the clock will have started ticking, if Response Times have been used.

There is an option here to REJECT the entire complaint. 

NOTE: This is not rejecting ownership of the complaint but rejecting the Complaint as a Complaint.  It will have to be entered as a new complaint if a mistake was made.

Change the severity level

You may add or change the recorded severity of a complaint providing that it has been assessed and still has Open status.

Control / Assign Corrective Action

As the OWNER of the complaint, you can Assign Corrective Actions to staff.

Decide what action is needed, in the summary line, and explain in more detail if necessary how this should be carried out.  Identify an actionee, the type of action and set a target date for the completion of the task.

An estimated cost can be added at this time and the accumulated action costs will be available on the main complaint screen.

Additional comments can be added to the complaint description at this point by the complaint owner.
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Note 

It is not a requirement that an action must be raised in the case of a complaint.

A task will be sent to the nominated assignee.

Control / Process Corrective Action

The designated actionee will receive a task for the action and the first decision for the actionee is the action must be accepted or rejected.
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If the Actionee accepts this action there is always the opportunity to transfer this action to another user.  Ownership will stay with the person who originally accepted the action until the transfer has been completed.

Rejection of the action will require a reason to be given, which will be sent back to the owner of the complaint, who will either decide to abandon it, or accept it back and then re-assign to another actionee.

The original actionee can still change his mind and accept the action up until the point where it has been transferred or abandoned.
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Processing Corrective Action

Various steps can be undertaken with regard to further processing of Corrective Actions such as:

Updating, 

Rejection, 

Acceptance,  

Completion.
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Details of the action taken should be entered in the description box, and the relevant button selected.

If the action is not complete, notes about the progress of the action can be entered in the description box and the “Update” button selected.  

This will append the notes in chronological order with the time, date and the id of the person entering them.  These notes cannot be changed once saved.

Once all the possible actions have been taken to complete the requested action, enter the completion date and the actual cost if known and then mark the Action as complete.

Other Corrective Action activities

Should the Actionee find that he can no longer continue with the Action allocated and accepted by him, he has the option to reject it and return it to the Complaint owner, or to request another person to take it over.  See Transfer Complaint or Actions Ownership.

Once accepted by the Actionee, Corrective Actions can be progressed, by the Complaint Owner, by various means that include Abandonment, Re-assignment, and Re-opening.

Abandon a Corrective Action

If an actionee has rejected, or accepted and then rejected an action, it can be abandoned. Notification will be sent and it can be processed from there.
The Owner of the Complaint, and admin, has the option to use these commands.

Re-Assign a Corrective Action

If an Actionee has accepted and then rejected an action, and that action is still valid for someone to perform, then the owner of the complaint will accept it, through the process corrective action menu only, and then re-assign it to another actionee.
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The owner can only perform re-assignment on tasks that have been rejected and then accepted back by the owner.

Admin can perform re-assignment on ANY tasks that have been accepted.

Re-open a Corrective action

If a corrective action has been completed by the actionee, but the complaint has not been passed for Final Review, then the owner, or admin, can re-open the action and return it to the original actionee for further action. 
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A new Target date can be entered.

Transference of Complaint or Action Ownership

From time to time it may be necessary to request help with an action or for the whole complaint to be given to someone else.

Transfer requests may be generated automatically under the command of the Escalation Rules. 

This section deals with the manual request.

Transfer / Raise Request

If you feel you are unable to deal with the complaint or the action on that complaint then you may request that someone take over ownership of that task.
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Select the task or tasks you want to transfer from the list of tasks you have 
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accepted, and then select the individual to whom you wish to transfer those tasks.

Ownership of the tasks will stay with you until they have been accepted by the other person.

You will be asked to give a reason for the transfer request.  Select from the drop down list, and then add further details in the Notes field.

[image: image103.png]BRI R2BEBE





Transfer / Open Request

The person receiving the request has the option to decline or accept it.  If they accept it, they become the owner of the Complaint or Action.  A task will be sent asking the person nominated to accept the transfer request.  This can be actioned from the e-mail (if activated), from the Task Bar, or by the Open Transfer Request menu item.
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If declined, the original owner is then notified and ownership stays with them. 

This transfer request can only be passed and rejected once, and the original owner must then deal with it.

The Final Stages of a Complaint

Once all the corrective actions have been completed, the owner will be required to check or “review” the whole complaint and satisfy himself that everything has been done before he can close it.

Any changes necessary to the fields can be made at this point.

Once marked for final review it is then passed for sign-off as complete, and if the business rules are being used the tasks will automatically be sent to those required to sign off the complaint.

The sign off list could have been set by the person who assessed and accepted the complaint if the system manager settings “Allow base sign off to be set at Assessment” has been checked, and the sign off list can include the person who originally reported the Complaint.
Control / Complaint Final Review

To get to this stage ALL the Corrective Actions have to be completed, signed off or abandoned.
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Any changes necessary to the Type, Department and Product fields can be made at this point, and an actual cost, which will show an accumulated actions costs, can be entered.

Changes can also be made to the User Defined Analysis fields.

If the user defined actions function is available and switched on in System Manager Module, then an action, (in this case a letter to the Customer), can be initiated.

Any Nonconformities raised as a result of this complaint can be viewed at this stage.

If all is complete then selecting the “Complete” button will send the complaint for sign off.

The people required to sign off the complaint vary depending on the way that the sign off process has been established.

Control / Sign off Complaint

A positive outcome must have come from the Final Review before a complaint is deemed ready for sign off. 

All those people nominated at the assessment stage or identified at the Final Review stage will be required to sign off the complaint as closed.  ALL the people will have to sign off the complaint before it can be closed.

Note that the person reporting the Complaint can be automatically added to the sign off list as part of the Complaint Workflow.

If business rules are being used then the people nominated as required to sign off the complaint will be notified.
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The complaint sign off can be declined by any one of the people on the sign off list, even if others on the list have already signed off the complaint. A reason must be given for declining the sign off.

Corrective Actions may then be re-opened or new actions defined.
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Control / Purge Complaint

When Complaints are completed, they can be removed from the database.

NOTE:  This function removes ALL traceability of the complaint and should therefore be STRICTLY ADMINISTERED.





Reports

An example of the reports that are available is given below. 

Choose to Graph the Complaints – for all Customers – Annually.



Note:  Many graphs can be present at the same time for comparison. Each graphical window can be resized.

The data may also be exported to CSV format for use in a spreadsheet or graphing tool such as MS-Excel or Harvard Graphics.

Text based reports can also be produced listing Customers, Complaints, Actions and Complaints Details (Complaints and the associated actions).




If you require customised reports then you will be able to create them using the ReportQuest module.
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For example: - This menu appears whenever you right mouse click on the Workbench desktop, which allows you to switch of or on any of the menu bars at the top of the screen





Tasks and Notification Bars





For Quality Workbench this will display Quality Workbench in this bar.





Menu Headers and Icon Bar





Status Bar
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