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

Log In Process 
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Click on CUSTOMER COMPLAINT 
MANAGEMENT to open  Menu 

Access CCM Module  
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How To View Complaints   
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Click on TRANSACTIONS tab to open 
CCMT01 View Complaints 
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        How to view All  Closed Complaints  
1) Select  Closed Complaints in Status Tab and any  

field to display selected records in grid  
2) Click on Retrieve Button. 
3) Records Display in Grid 

 
All Complaint means both closed and open complaint 
Open Complaint means complaints not yet closed by 
Yamaha Back Office 
Closed Complaint means complaints closed by 
Yamaha back office.  
 
 

Records found will be 
displayed here. 

1 

2 

3 

Click on Download button to 
download report in excel file 

                           How to view Individual Closed Complaint 
4. Click on Individual Complaint  
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 depending on status of complaint. 

Note All the complaints which are closed 

by Yamaha Back Office will be considered to 
be closed complaints,  
Example: Closed through Satisfaction Note 
or Closed through IM. 

Click on Reset button to reset the 
Screen 
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How to View Closed Complaints   
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            How to view All Open Complaints  
1) Select  any  field to display selected 

records in grid  
2) Click on Retrieve Button. 
3) Records Display in Grid 

 
All Complaint means both closed and open 
complaint 
Open Complaint means complaints not yet 
closed by Yamaha Back Office 
Closed Complaint means complaints closed 
by Yamaha back office 
 

Records found will be 
displayed here. 

1 

2 

3 

Click on Download button to 
download report in excel file 

                  How to view Individual Open Complaint 
4. Click on Individual Complaint  
5 Click on Detail Button to view complaint. It will take you to the next 
screen from where you can process complaint depending on status of 
complaint 

Note All the complaints which are open at 

any end will be considered to be open 
complaints, for example: 
Pending At Dealer, Acknowledged By Dealer, 
Satisfaction Note Generated, IM Generated, 
IM Rejected By Yamaha Back Office, IM 
Returned, Complaint Submitted to Yamaha 
Back Office.  

Click on Reset button to reset 
the Screen 

How to View Open  Complaints   

4 
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Now  Click Acknowledge Button to  Acknowledge a 
complaint . 
It will take you to next screen 

 
 

This information is of Sales 
Dealer to whom the Chassis is 
sold to and not the dealer for 
which the complaint is Logged. 

 
 

This section is the detail information regarding the 
Complaint. 
 

This information is of previous service 
detail and is only visible for Service 
complaints 
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Now  Click Initiate Satisfaction Note Button to generate 
SN for complaint . 
It will take you to next screen 
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Now  Click Initiate Internal Memo Button to generate IM 
for complaint . 
It will take you to next screen 

 
 

11 



How To Process Satisfaction 
Note  
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Now  Click Initiate Satisfaction Note Button to generate 
SN for complaint . 
It will take you to next screen 
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2. Now  Click Add Observation Button to SN details. 
 
You may add more than one entries if required by clicking 
"Add Observation Tab"  

 
 

1 

2 

1. Fill Date Of First Contact to 
Customer. 

 
 

3 
Click on Generate Satisfaction Note to 
generate SN PDF file which needs to be 
uploaded later. 
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1.Enter observation in new row created by simply clicking on row. 
2. All values are mandatory in grid. 
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 

1 

3 4 

2 
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1) After adding mandatory 
entries in SN data , click on 
‘Generate SN Pdf’ to 
generate pdf copy for SN 

 

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

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

This section is provided to view 
the complaint status History for a 
particular complaint. 
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Sample of Generated pdf File 
1) Take print out of this pdf file and then get customer 

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

1 

3 

4 

2 
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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 
Office’ to send SN for approval by 
Yamaha Back office.   

4) You can use the Back Tab to back 
to the previous screen any time. 
 

1 2 3 4 

20 



This message means SN has been uploaded successfully. 
After approval from Yamaha Back Office complaint will be closed 
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How To generate IM for complaints 
after acknowledging them 
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Now  Click Initiate Internal Memo 
Button to generate IM for 
complaint . 
It will take you to next screen 
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1) Select “View Downloads”. 

Click to select  Reason For 
IM 

1 
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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  
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Selected IM details  will be 
displayed here. The 

Corresponding Description 
will  automatically come  

2 

1 

1) 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.  

3 

1) Click on  Submit Memo Button to submit 
Internal Memo for closure by back office. 

2) RC Upload is mandatory in case of Reason 
For IM #6 is selected. 
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Message Screen Means Internal 
Memo has been successfully 
submitted to Back Office for 

Closure 
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Report 1 
View Complaint Interaction 

(CI) Report  

Reports  

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.  
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1. Select Options  
as per requirement 

and click on 
Retrieve Button 

1) Click on Detail to open a complaint 
2) Click on  Download Button to download report 

in excel file . 

1) Data available will be displayed here 

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

29 



Report 2  
View Complaint Status Report 
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1. Select Options  
as per requirement 

and click on 
Retrieve Button  

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

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  
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Report 3  
Complaint Report  
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The Purpose of complaint report is to provide the lead time of each Sales, Service, Spares 
within Your respective Region/ Zone .  

1) Data available will be displayed here 
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Report 4 
View Category Wise Sales Pending Report 
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1. Select date range 
and click on Retrieve 

Button 

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

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.   
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Report 5  
CCM Zonal Report  
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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. 

1) Data available will be displayed here 
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FAQ’s  
1. Is there 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 II to Pymidol III ( 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 II and Pymidol III . How it benefits   
Pymidol III is certainly an upgraded version of Pymidol II and has better bandwidth to ensure speed and immediate  
Processing.  

4. Do I need to make any changes to my computer settings to be able to use Pymidol III   
Ans. No changes  are required to be made to your system settings. Pymidol III 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 II  

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