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Log In Process
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Enter System Owner Code, User Code
and Password. Click on Login button




Hone Page ‘ Access CCM Module
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How To View Complaints



Userliame [157. 00]

@"MAHA PYMIDOL - III My Favorite ‘ Help ‘ Top Page

-
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CCMTM_0 How to View Closed Complaints View Complaints

= condf 2 record(s) found.
Status  Closed Complaints = = nplantUate | | [:]nnfmmmmf

ComplaintStatus Al v Complain Retmaue
Number

Rajesh R 041022015 Customer D is 1C038123 Co
Elales Sagun Atmaram Kasale 9730025531 | 19/02/2014 Rayz Documentation YN Complaint against Variyan Aut

aﬁ-{]EPE

How to view All Closed Complaints Records found will be e
1) Select Closed Complaints in Status Tab and any displayed here.

field to display selected records in grid

2) Click on Retrieve Button. Note-> All the complaints which are closed

3) Records Display in Grid by Yamaha Back Office will be considered to
be closed complaints,

All Complaint means both closed and open complaint Example: Closed through Satisfaction Note

Open Complaint means complaints not yet closed by or Closed through IM.

Yamaha Back Office

Closed Complaint means complaints closed by
Yamaha back office.

How to view Individual Closed Complaint
4. Click on Individual Complaint
,o 5. Click on Detail Button to view complaint. It will take you to the next screen from

where you can view complete detail of a single complaint which is selected and process
complaint denending on status of comnlaint

Detail
. Click on Download button to I_I Click on Reset button to reset the !
download report in excel file Screen - 7
Download | ‘5




m How to View Open Complaints

¢

View Complaints

otatus  Open Complaints -

DnmpIaT\ Status Al

[ cmamanyyy

302 record(s) found
Seplaint Date | -
v CaseNo. | |

@.9@

([ Vikash Chourasiya 8109486001 | 17/09/2014 pha Documentation Invoice Insurance dﬂﬂ.lm:
_Ir -ROG4 S‘mce Satyajit Das 9437465035 1015 FZ3 Engine gets of automatic: =
How to view All Open Complaints | |U~'2015 | Records found will be | Complaint regarding free
1) Select any field to display selected 0410202015 | displayed here. | customer D is 10038123
records in grid
2) Click on Retrieve Button. | | 1410312015 FZ16V2Fl | Starter FW Customer 1D is IC037
Ic-17537-] 3) Records Display in Grid 5443386808 I Note-> All the complaints which are open at
d will b idered to b
IC-17625-4 All Complaint means both closed and open 041012015 22%;{;"”?2 fo? gigrs];pfge © be open mg
Ic-15980-H complaint _ 18012015 P Pending At Dealer, Acknowledged By Dealer,
Open Complaint means complaints not yet Satisfaction Note Generated, IM Generated, | —

i Ret d, C laint Submitted to Y h
IC-12316-00 by Yamaha back office 30/05/2014 B:ctrg?fice.omp alliie SRS WO Velisltel - i
|C-17 280/ rpprm—— — e | J6/(13/2015 —— prere—— C ];
|C-16848-K4B6 Senvice Chiragkumar Hf How to view Individual Open Complaint fromthe:
|C-17565-8508 Senvice TAzarudeen I 4. Click on Individual Complaint Gion 2.01
e [ s | 5 Click on Detail Button to view complaint. It will take you to the next = T

screen from where you can process complaint depending on status of

b

. bUIIIlJ;a;IIL
Click on Download button to Click on Reset button to reset
== | download report in excel file the Screen —




CCMT01_02 View Complaints(Detail)

=] Vehicle Info

&

Date OfPurchase |0ai212013 |
Vehicle Registration Number | |

Model Name Fzg |
Chassis No |ME121CUHTDEU3?453|

=] Complaint Information® [ Complaint,

| This section is the detail information regarding the

Complaint Date p4/10/2015 |

A&

E

-

5 perthe customer he
has visited the senice
centre at SubDealer Khan
MotorsBaleshwar on

Remarks From Customer

This information is of Sales
Dealer to whom the Chassis is
' sold to and not the dealer for
_which the complaint is Logged.
Dealer Name DELHI SCOOTERS
|

Zone ot

] Dealership Information ~Qe——

Details of Previous Service Request

031052014 &
2310212014 | 4

Free

2302} |
—1 complaint .

Now Click Acknowledge Button to Acknowledge a

| It will take you to next screen

Customer Problem Engine gets of

Mode OF Complaint |PHONE-I |
Area OfWark (Senice |
Complaint Reasan | |

Complaint Symptoms

This information is of previous service
detail and is only visible for Service
complaints

m

Dealer Code 157.00 |
Dealership City and State |NEW DELH|

Acknowledge Generate SN Pdf

Submit Memo Reprint

Submit To Yamaha Back Office

ot



CCMTO1_03 View Complaints(Message)

=] Condition

Complaint Number : IC-17565-J9C7 Has Been Acknowledged

Please Click Satisfaction Note Tab or Internal Memo Tab to Process Closure of Complaint

Now Click Initiate Satisfaction Note Button to generate
SN for complaint .
It will take you to next screen

1

Initiate Internal Memo 1o




CCMTO1_03 View Complaints(Message)

=] Condition

Complaint Number : IC-17565-J9C7 Has Been Acknowledged

Please Click Satisfaction Note Tab or Internal Memo Tab to Process Closure of Complaint

Now Click Initiate Internal Memo Button to generate IM
for complaint .
It will take you to next screen

1

Initiate Internal Memo \

11




How To Process Satisfaction
Note



CCMTO1_03 View Complaints(Message)

=] Condition

Complaint Number : IC-17565-J9C7 Has Been Acknowledged

Please Click Satisfaction Note Tab or Internal Memo Tab to Process Closure of Complaint

Now Click Initiate Satisfaction Note Button to generate
SN for complaint .
It will take you to next screen

1

Initiate Internal Memo =




CCMIT01_02 View Complaints(Detail)

SR LT T L el T e B

: = Area Of Work g 4
Remarks From Customer hevemcle.frum Duna & . | — |
amaha Vishal Nagar Complaint Reason |Dncumentatinn |

agtap Dairy Pune ¥ i
gtap Dairy Complaint Symptoms  RC notprovided |

[ Dealership Information

DealerName DELHISCOOTERS | Dealer Code 157,00 |
Zone North | Dealership City and State |NEW DELHI |
=] Action L
j 1. Fill Date Of First Contact to |
Action  Generate Satisfactory Note - | Customer. I

Date Of First Contactto Customer By o

Customer Observation Reason For Dissatisfaction Action Taken m

m

2. Now Click Add Observation Button to SN details.

You may add more than one entries if required by clicking
"Add Observation Tab"

‘ Add Observation Delete Observation m

=] Complaint Status

Click on Generate Satisfaction Note to ——
o generate SN PDF file which needs to be

uploaded later.
. f . . : : 14
Acknowledge ‘ Generate SN Pdf Submit Memo Reprint Submit To Yamaha Back Office




CCMT01_02 View Complaints(Deail)

AR ERALTI R L] B B RERE Pl.ll'ulll'.l.l.'\.'u

' E Area Of Work A
Remarks From Customer = ”Eh'de. Tt 0 | |53|ES |
ST Complaint Reason Documentation |
agtap Dairy Pune v

Complaint Symptoms  RC not provided |

] Dealership Information

Dealer Name [DELHI SCOOTERS | Dealer Code 157,00 |
Zone orth | Dealership City and State |NEW DELHI |

=] Action

Action Generate Satisfactory Note -

Date Of First Contactto Customer [ | damiy
Customer Observation Reason For Dissatisfaction Action Taken

o Documents are not provided |I}n-mmems not ready Dumnmlsmmdud Documents now ready

m

( o . o o o N
‘ Add Observation H Delete Observation 1.Enter observation in new row <‘:reated by simply clicking on row. 4
2. All values are mandatory in grid.
(=] complaint Status 3. You may add more than one entries if required by clicking add observation.
4. Use Delete Observation to delete any extra row in grid )=

Acknowledge H Generate SN Pdf H Submit Memo H Heprint| \SuhmitTnYamahaEackﬂn‘ice 15




CCNT01_02

S T ] DT W el Tt e

hevehicle fromDurva (£
amaha Yishal Nagar
agtap Dairy Pune v

1

Remarks From Customer

-] Dealership Information

View Complaints(Detail)

Area Of Work |Sales |

Complaint Reason  Documentation |
Complaint Symptoms - RC not provided |

Dealer Name |DELHISCOOTERS |
Zone |North |

=] Action

Dealer Code 157.00 |
Dealership City and State |NEW DELH |

~"| Sample Entries

Action Generate Satisfactory Note -

Date OfFirst Contactto Customer [ [ ddMMiyy

for reference

Customer Observation Reason For Dissatisfaction

Documents are not provided | Documents notready

' Documents provided

Documents now ready

| 1) After adding mandatory

entries in SN data , click on

m

‘Generate SN Pdf’ to
enerate pdf copy for SN

- AddObservation || Delete Observation |
=] Complaint Status
| Acknowledge H Generate SN Pdf H Submit Memo H Reprint|

Submit To Yamaha Back Office

16



CCMT01_02 View Complaints(Detail)

-] Dealership Information

UL YT KU N0T proviged |

DealerName DELHISCOOTERS |
Zone North |

=] Action

Dealer Code [157.00 |
Dealership City and State NEW DELHI |

Action

Generate Satisfactory Mote - ‘
| ddmMayyyy

Date Of First Contact to Customer |1.405/2015

Customer Observation Reason For Dissatisfaction Action Taken m

Documents are notprovided | Documents notready

This section is provided to view
the complaint status History for a
 particular complaint.

E| Complaint Status //

Complaint Acknowledged By 157.00 on 2015-05-21 14:15:16.548
5N Generated By 157.00 on 2013-05-23 11:35:43.49%2

Do you want to open or save CCMT01_05.pdf (2.90 KE) from localhost?

1) Below window message will come
after clicking on ‘Generate SN’
button.

2) Save the pdf file in your system by
using Save Option .

Save | T

m




g CCMT01_05.pdf - Adobe Reader

File Edit View Window Help

Do | ARZEE M|

u \ () (o) [ 108% [+ | B | © B3 \@

3S CUSTOMER SATISFACTION NOTE
Please Tick [ ] sns

Case Number IC-11354-C9T2 Vehicle Registration No. 1234
Complaint Received Date 20140414 Date Of Sale 13/04/2013
Complaint Closing Date Frame No (17 Digit) ME121C0H3D200599
First Contact to 141052015 Kms Covered
Model Name FZ5 Customer Name Vinay Jadhav
Dealership N DELHI SCOOTERS -
- e: I'p :T o Sample of Generated pdf File
caler -ode : 1) Take print out of this pdf file and then get customer

Job Card No.

Job Card Date

signature and other details on print out.
2) Save scanned copy of print out in your system .

Tc

"

m

Complaint Description & Reason For Dis-satisfaction

S.No

Customer Observation

Reason For Dis-satisfaction Action Taken

Remarks

Documents are not provided

Daocuments not ready Documents provided

Documents now ready

This is to certify that my observations mentioned above have been attended to my entire satisfaction.

Dealer Signature
Name :

Date

Customer Signature
Name
Date :

18




coor_o View Complaints (1)

=] Condition

Status Open Complaints v Complaint Date | -] L admmgyyy

Complaint Status  Satisfaction Note Generated o_" CaseNo. | |

Area Of Work Contact No Dﬂtig;i':;::mer Model Hame Complaint Reason Customer Problem

|C-12316-D7B6
192-K1T3 Sales Suhail F Dhanani 8898519669 | 27/03/2014 FZ5 Documentation RC book not recieved
IL-11354-COT2 Sales Vinay Jadhav 0823235351 | 140042014 FZ5 Documentation FW Test Mail from Yamaha

1) The system will take you back to
view complaints screen

2) Revisit that complaint by selecting
‘Satisfaction Note Generated’ in
Complaint Status option.

3) Select that complaint

4) click on ‘Detail’ button.

i | i

l ]

&
H




CCNIT01_02 View Complaints(Detail)
- LA DYWL 10T proviaed |

] Dealership Information

DealerName |DELHISCOOTERS | Dealer Code 157,00 |
Zone orth | Dealership City and State |NEW DELHI |
[=] Action
Action | Generate Satisfactory Note v|

Date Of First Contact to Customer |1

Customer Observation Reason For Dissatisfaction Action Taken m T

Documents are not provided Dnmnmtinllmady ‘Dnmnmtipmdbd Dnmnmtinwmady

1) You may click on ‘Reprint’ option
to regenerate pdf copy of SN

2) Browse pdf copy of Signed SN
saved in your system

3) Click on ‘Submit To Yamaha Back

m

(=] complaint Status Office’ to send SN for approval by |
Yamaha Back office. i
Complaint Acknowledged By 137.00 on 2015-05-21 14:15:16.549 4) You can use the Back Tab to back

SN Generated By 157.00 on 2015-05-23 11:35:43.492 to the previous screen any time.

Ackiowledge || GenerateSNPai || SubmitWemo | [ Reprinty] | | Browse... | |Submit To Yamaha Back Office |




CCMT01_03 View Complaints(Message)

=] Condition

Satisfactory Note For Complaint Number : |C-12316-D7B6 Has Been Submitted To Back Office

Please ensure to check the status of Complaint Number : IC-12316-D7B6 as "closed" in Closed complaint Tab after 24 hours

This message means SN has been uploaded successfully.
After approval from Yamaha Back Office complaint will be closed




How Tolg

after ac

enerate IM for complaints

nowledging them
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CCMIT0104 View Complaints(Message)

=] Condition

Complaint Number : IC-03741-N9F6 Has Been Acknowledged

Please Click Satisfaction Note Tab or Internal Memo Tab to Process Closure of Complaint

Now Click Initiate Internal Memo
Button to generate IM for
complaint .

It will take you to next screen

Initiate Internal Memo

23



CCMT01_02 View Complaints(Detail)

St 11 11)] |

=] Action

LTaITI2NIE Ly Al WS IYERY UELHI

Action Generate Internal llemo =

—
p——

*Reasan For [N B

Description

-

Click to select Reason For

IM

Problem Detected Reason For Dissatisfaction Dealer First Explanation Action Taken

‘ Add Observation H Delete Observation ‘

(=] Complaint Status

mn

Complaint Acknowledged By 157.00 on 2015-03-14 12:37:38.013

Acknowledge H Generate SN Pdf H Submit Memo H F{Eprint‘

Browse...

button.uploadSh 24 | |




(,@ Reason For IM Reference -- Webpage Dialog 'l u

I Reason For M

m Reason For IM Description

1 Delay in Bike Delivery On contacting Customer informs of purchase of bike from local vendor or other
2 Unavailability of Spare Parts On contacting Customer infarms of purchase of bike from local vendar or other
3 Customer has complained and for resolution he has tovisitthe dealership On contacting Customer infarms he is unable to visitthe dealership for next 10
4 Customer has complained about something and Dealeris trying to contact him Customeris not responding to calls or emails for a minimum three times in thr
5 Customer's complaintis resolved by the concerned official Butthe customer is notwilling to come to dealership to sign the satisfaction n
i RC Complaint— RC not received or received with wrong Pa] Customer's complaint is resolved by the concerned pupload the acknowledgement receipt along with the 10M rais
7 Customer is Over demanding i.e as per company policy it iJ official ctation beyond norms, Mew bike, close the dealership | huge
g Customer reported problem happened due to external damagelrepair Infarmation mentioned in the [OW about the customer related problem

g Customer reported problem can not be confirmed How checked and what is result

1. Select IM case by double clicking on
row OR clicking Set button

* Note : The reason for IM reference screen will always open for selection. This helps to select the correct reason

| I b

| Acknowledge ||  Generate SN Pdf || Submit Memo || Reprint | | | Browse.. |\SubmitTuYamahaEacHOﬁic%‘5|Ba,ck|




CCNIT01_02 View Complaints(Detail)

B | =~ B = L T |

e AT |

Zone North | Dealership City and State NEW DELHI | .
=] Action
Action Generate Internal Memo -
‘ReasonForlM 1 | Jpelavin Bike Delivery *Please Upload RTO ReceiptRC
. : Selected IM details will be
o (On contacting Customer informs of displaved here. The
Description purchase of bike from local vendor ar c — o
orresponding Description
otner YAHAHA dealer will automatically come

SOBEmBEeeied Click on Add Observation Button to add
observation

2) Problem Detected, Reason For Dissatisfaction
, Dealer First Explanation and Action Taken
are mandatory to enter one observation

* Note: Please write detailed observation to

ensure the approval of IM.

1)

[ Add Observation (| Delefe Observation |
=] Complaint Status
Complaint Acknowledged By 157.00 on 2015-05-21 14:21:07.955 L) Cldeen Sl MEme BV 59 S

Internal Memo for closure by back office.
2) RC Upload is mandatory in case of Reason
For IM #6 is selected.

E

Acknowledge Generate SN Pdf ‘ Submit Memo ‘ Reprint | | | Browse.. | SuljlmiLTn*f‘amahaEat:HEJI‘I‘ic:ZE6




(=] Condition

Internal Memo For Complaint Number : 1234 Has Been Initiated

Please check the status of Complaint Number : 1234 as "Closed" in Closed complaint Tab after the approval of Intemnal
Memo.

Message Screen Means Internal

Memo has been successfully

submitted to Back Office for
Closure

27



The Purpose of reports is to help users to analyze the complaints, track the trends and
help reach to root cause of the problems so that such complaints don’t arrive in future.

Report 1

View Complaint Interaction
(CI) Report

28



CCMR01_01 ClReport

-] Condition 1 record(s) found.
Complaint Status  Open Complaints = s | ComplaintUate | - [ ] dammayyy
Case Number | | 1. Select Options Dealer Code | ) |
as per requirement
Area OfWork Semvice - and click on Type Of Complaint Al -
Jone Al v Retrieve Button State ‘ |[:]| |
Age Of Anger Level Complaint
. Area Of Work Call Received Date Cumplamt Complaint Reason ——
| 1C-03741-NFT 01012014 ‘NoSymplom  Satisfaction Note Gener
1) Data available will be displayed here I

The Purpose of Cl report is to help users to view the complete details related to the
complaints.

2) Click on Download Button to download report
in excel file .

1) Click on Detail to open a complaint ‘




Report 2

View Complaint Status Report



CCMR02_01 Complaint Status Report
= |

From Date | L) | I ccmamryyyy Type Of Complaint  ALL v

=] Condition

ST
1 ] 4 and click on
0 0 0 0 Retrieve Button
3 1 0 4
3 1 0 4
0 0 0 0
9 3 0 12

1) Data available will be displayed here

The Purpose of Complaint Status Report is have a glimpse of No. of Complaints in all three
Areas( Sales, Service, Spares) under All Complaints, Open and Closed Complaints under a
given period of time

1) Click on Download Button to download report
in excel file .




Report 3

Complaint Report



L B

e e N =0 X

]@ hittp://192.168.224.75:8080/ pymidol_war/login/LoginSi 0 + @& memm.wmm | & PYMIDOL-II X i 3.0 fo
) UserName [157.00]
9 YAMAHA PYMI DOL - III ‘ Products ‘ My Favorite \ Help ’ Top Page
\ Home Page H CCMTOL - VIEW C.. H CCMRO3 - COMPLA. X H CCMROS - CCM Z0.. x\
CCMR03_01 Complaint Report
(=] Condition - _
*Report Type | [v] From Date | [} | | .. ddmmiyyyy Retrieve

Area Of Work|  Lead Time (in Days)

1)

Data available will be displayed here

The Purpose of complaint report is'to provide the lead time of each Sales, Service, Spares
within Your respective Region/ Zone .

7 301PM |

A M (& W)
il 7 LD



Report 4

View Category Wise Sales Pending Report

34



CCMR04_01 Category Wise Sales Pending Report
=

»>

=] Condition 1. Select date range =

. and click on Retrieve .
Complaint Date | L) | L admmiyyy Button
Commitment Failure Dealer Sales Quality RC Complaints Extra Charged
0

1 1 3 4
4

m

1) Data available will be displayed here

The Purpose of Category wise sales pending Complaints is to share in one view pending

complaints in Sales and under which of the five categories.

1) Click on Download Button to download report I d
in excel file . I




Report 5

CCM Zonal Report



‘_@' http://192:168.224.75:8080/ pymidol_war/login/Loginsi © ~ & F'ﬂmummumu Outlook, .| & PYMIDOL-TI X () 295l
. UserName [157.00]
@YAMAHA PYMIDOL - III | peoote |y Favorite | elp | o page
[ Home Page || caror - viEw c. W/ cames - copra. @H CCMROS - CCM Z0.. @‘

CCMR05_01 Zonal Reports

[-] condition

Complaint Date | [.-] | .. ddiMMyyyy Retrieve

Current Year Current Year Current Year
Pending

Pending
Complaints | Average Lead
Previous
Year

Pending

. Average Lead| Complaints | Average Lead : .
Complaints Previous Complaints Previous Complaints

Beyond 7 Beyond 7 Beyond 7
days LET days LT days

Pending

Pending | average Lead| Complaints | Average Lead

Pending

1) Data available will be displayed here

The Purpose of CCM Zonal Report is to provide the lead time of number of Pending
complaints along with the Lead Time for each Sales, Service, Spares for both Previous Year
(if any) and Current Year.

Download




FAQ’s

1. Isthere a change in the complaints Process ?
Ans. No, there is no change in the complaint closure process. The complaints will still be getting closed through
Either Satisfaction Note or Internal Memo after acknowledgement

2. Why are we getting user manuals again if the process is same ?

Ans. The manual is shared as CCM Module is migrating from Pymidol Il to Pymidol lll ( Upgraded Version). Though the
Process remains the same however a few terms and few reports have been changed or added to make the system more
User friendly .

3. What is the Difference between Pymidol Il and Pymidol Il . How it benefits
Pymidol Il is certainly an upgraded version of Pymidol Il and has better bandwidth to ensure speed and immediate
Processing.

4. Do | need to make any changes to my computer settings to be able to use Pymidol Il
Ans. No changes are required to be made to your system settings. Pymidol Ill runs on Java and thus is compatible to all
Interfaces

4. \What about the Notification Mails

Ans. Notification mail process will remain as it is as it was in Pymdiol Il

For Any questions related to Customer Complaints, Please share it with respective CS Manager or you can share query
@ CSJournal@yamaha-motor-india.com

38
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General Guidelines

1. Customer Complaint is an Opportunity to make changes in our Operations and Approach
2. To be able to ensure quick resolution of complaints, Pymidol CCM to be accessed on Daily basis

3. Complaints that come to Yamaha Back Office are the only ones that is reflected in Pymidol CCM. The
Ultimate objective is to ensure that customers don’t approach Yamaha with their grievances.

4. Same Pymidol User ID and Password is also used for accessing the CCM Module as other Modules.

5. Once the Complaint is registered, please ensure the Resolution within next 24 hours to ensure that
Customer never leaves you.

6. After submitting the Satisfaction Note or Processing Internal Memo, Please check the status of the complaint
Next day to ensure that complaint should get closed by YAMAHA back office after confirming with the

Customer.

7. The reports are provided in CCM Pymidol are to be utilized to ensure not only effective resolution but further
Reduction of Complaints and eventually reach to a Zero Complaint Situation.

39



Thank You



