&® Kimberly-Clark

Creating an Integrated
Compliance System

Alexandre Alain

Life Science Product Manager, EtQ inc July 29th, 2014




Integrated Compliance System

Unlock your data potential

Get rid of...




&® Kimberly-Clark

Integration of SalesForce.com to
EtQ for Complaint Handling

Amy Boyd

Global Quality & EHS Capabilities July 29t 2014




Agenda

s Background
Kimberly-Clark Overview
Modules in Use Today
SalesForce.com Overview

m Business Need

m Goals

The Solution

Building the Interface
Benefits Realized
Future Plans
Questions



&® Kimberly-Clark

Agenda

Background

- Kimberly-Clark Overview
- Modules in Use Today

- SalesForce.com Overview

Business Need

Goals

The Solution

Building the Interface
Benefits Realized
Progress and Future Plans
Questions



&® Kimberly-Clark

Kimberly-Clark Overview

Cottonelle (GoodNites)
m 4 Business Units
HuGGiEs @W KOT ex

Consumer Products
m North Atlantic
m K-C International

Professional (B2B, DIY, Safety)
Health Care

s 106 Manufacturing Facilities in 38 Countries
m 2013 Sales: $21.1 Billion

m 57,000 Employees
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Medical Devices, Surgical Supplies, & Pain Management

Wipers, Gloves, Masks Eye Protectlon Respirators, Apparel,
Soap, Hand Sanitizers, Air Fresheners & Dlspensers

- e




EtQ Modules in Use Today

s Complaint Handling s Change Management
s Corrective & Preventive m Specification

Action (CAPA) Management
s Quality Events & NCR s Deviations
s EHS Events s Audit/Assessments
s Document Control s Calibration Management
s Record Management s Supplier Management
s Training & Qualification s Permit Management
s Job Safety Analysis s Risk Management

s External Standards &
Regulations
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SalesForce.com ! sleforee ,]

9

e

s Customer Relationship Management tool.
Accounts
Contact information
Forecasting
Pricing
Customer Order history
Sales leads and references
Ordering
Internal inventory

= Mobility and intuitiveness are essential.
m Software as a Service (SaaS) or “Cloud” based.
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Business Need

= North American Professional business needed a new
complaint handling tool to support a growing and
evolving business.

m Sales team needed a simple, mobile way to have
visibility into complaints for their customers to help drive
customer relationships and satisfaction (and view all
customer related information in one system).

s Quality and operations needed workflow, reporting, and
powerful functionality to decrease lead times, increase
productivity & customer satisfaction.

s R&E and Marketing wanted to make more use out of
complaint data (improved reporting capability).
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Go

als

s Decrease Complaint Average Days Open cycle
time metric to 30 days or less.

s Establish a simplified complaint handling
process that drives consistency.

s Eliminate manual comp

m Improve employee proc
the complaint handling

laint handling activities.
uctivity in every step of
DIOCESS.

m Easy access and searc

ning for complaints.

s Useful and powerful reporting to aid decision

making, product improvements, and innovations.
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The Solution

m Leverage the best features of both EtQ and
SalesForce.com to meet our requirements.

= Build a Two-Way System Interface.

O e
ETQ ¥ g

il
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The Solution

s 7 Step Complaint Handling workflow established in EtQ.
s Complaint Call Center and Salespeople enter complaint

feedback into the “Case” form in SalesForce.com (SFDC).

s Complaint data and attachments are transmitted to EtQ
Complaint Handling module and assigned.

s EtQ sends workflow phase change updates (and field
changes) back to SFDC, so salespeople can quickly and
easily check complaint status in SFDC.

s Enable investigation hand-off from staff organization to
manufacturing sites and internal supplier Global
Nonwovens within one complaint.
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Data Integration Process Flow

Cast Iron, FTP
SFDC to EtQ

EtQto SFDC :
. Staging Table,
Staging Table Filezilla

d
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Data Transfer Diagram

Case Number

\ Complaint

Information

Investigation

Attachments
Complaint

Status

Compensation
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KCP Complaint Handling: Complaints entered in SFDC and transferred to EtQ for Assessment/Investigation

E 5 Issue Credit or
=] g &
= E Replacement
=
Q
F
- Create Cusbomer
Sanvice Action
Item
Yes T
Yes
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DEMONSTRATION
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Data Integration Process Flow

Cast Iron Cast Iron, FTP
Client

SFDC to EtQ

Staging Table,
Filezilla

d

EtQto SFDC
Staging Table

N
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New Case Form T
Open Activities Mew Task New Event
Mo records 1o display
Activity History Log ACall  Mail Merge  Send An Email
Mo records to display
Case Comments Mew {
No records 1o display
Case History
Date User Action
71222011 2257 PM Amy Boyd Changed Case Record Type from Quality to Quality Read Only
Changed Status from Incomplete 1o Submit
712272011 245 PM Amy Bovd Created
Attachments Attach File  View Al t&
Action File Name Size Last Modified Created B
Eait | View | Del ADEIFG 11KB 712272011 250 PM Amy Bovd
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Case Information and Problem Description'

Reimbursement/
Credit can be
initiated in SFDC
or after
Complaint has
been created in

EtQ.

’ salesforce ]
o

Case Information
Customer PO Number
Date Purchased

Is Customer expecting a
Customer Letter?

Reimbursement Requested
Reimbursement Recipient

Available Picture or
Document?

Potential Reportable?

Date Feedback Closed
Confidential
Additional Information

Status

Casze Origin

Description Information
Subject

Description

EtQ Comments

|:| [10/2242011]
O

ETr—
| one-

Mo At

| Incomplete |+

CTM User Initiated |+

KC Order Humber
RGA Number

Credit Initiated

Credit Amount
Credit’/Replacement Date

Replacement Order Number

Replacement Requested

Investigation System Number
(EtQ)

~-Mone-- ¥

| |
|:| [10/22/2011]
| |

~-Mone—- %
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Lreared oy AMY HOYA, TWLLZUT7 2774 FM LAST MOQITIeq oy AMY 5OV, TUrL -

When a” | Edit | | Submit to EtQ
required Open Activities Hew Task | | New Event
|nf0rmat|0n haS Mo records to display
been fllled |n, Activity History Log A Call| | Mail Merge | | Send An Email
the uSumet tO Mo records to display
EtQ" button |S Case Comments [ Hew |
CIICked ] Mo records to display
Case History
10/22/2011 5:14 PM Amy Boyd Created.
Attachments | Attach File |
Mo recaords to display
File(s) can be attached and
will be sent over to EtQ.
Status is changed to “Submit”
Case History
Date User Action
102212011 5:23 PM Amy Boyd Changed Case Record Type from Quality to Quality Read Only.
Changed Status from Incomplete to Submit.
02212011 514 PM Amy Boyd Created.

F
pe 3
4 -‘.@
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Data Integration Process Flow

/7

Cast Iron, FTP
Client
EtQto SFDC
Staging Table

SFDC to EtQ
Staging Table,

Filezilla
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EtQ Complaint Handling

Compiaint Handling # COMP-NKP-11-00129 Created by System on May 11, 2011 §20:13 AM
T ; S ) Complaint Investigation  Investigation Ry il Flaviermy iHialiong ke
3t Information  Predm. Assessment/ lnvesbgstion  Complaint Review  Relsted Formis)  Costinformalion  Access Controd  All Tabs
b

L]

Complaint Information
SEE

Last Commeant Comments [ Add] Vew History)
Boyd, Amy H, Jun 23, 2011 5:17:40 AM, Complaint investigation

Complaint Humber Document Links
COMP-NEP-11-0012% COMP-NKP-11-00170, Type: Product Qualty, Prod. Desc.. SCOTT NPEN NPHN - .- 250, Status: hvestigation Revsw
Defect This complaint & fr, Dus Date: June 11, 2011, Org : North American - K-C Professional; Mobie Mi

Other Links
Applicable Organization{s) Responsible Business Unit Complaint Source
Staff: Business Untt | North American - K-C Professional K-C Professional Sales Force.com

Staff : Business Uni : Global Nonwovens

Alert Date Event Date Sales Contact Sales Contact's E-Mail
May 10, 2011
Requested Compensation Reimbursement Recipient Sales Territory SFOC Case No.
Hone Diestributor 000031E80
Case Submitted By Submitted by ID
Sameu Barssmb ~IMAT

m / Step Process.
m Initial Customer Feedback phase is completed by SFDC.

m Traceability in both systems.
26
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Data Import Reports

& Favorites L] I
(2] mbex 13) | £ Data Integration Report [SFDC to ETQ] Thu Jul 28 09:02:03 CDT 2011
[j0 unnean Mad 3] Ammange By. Date Mewestontop © & GRPO3898 B ustcax00 koc.com
1 For Fotien U ] GRPOMESHEUSCaxihoe.com 11:02 AM b ThuZ/H2011 502 AM
13 Sent Mems Dats Integration Report [SFDC to ETQ) Thu Jul 28 11:02:08.., Support, GRSA
T -1 GRPMEETustax)koc.com 1032 AM Iibos - NonRecord (90 dnys) Bipires: 10/262011
4 Data integration Repert [SFOC to ETC) Thu dul 28 10:32:04.., .
4 Suppod, GRSA ] GRPOMSB@ustcan kec.com %32 AM . 3
(s m Y W
e o R e P S Data Integration process has successfully completed with no erors
L Annual Review i GRPO3 00 02 AM |

Number of created Reliance documents >> 4

f GRPOIESESustcaxi kec.com
0 A b T o “ﬁ | fate T — Number of updated Reliance documents >= 0

i L Enig Certificatian Form | GRPOISHBSustcaxdlicc.com B:37 AM s
3 £10 Survey Data Integration Report [SFOC to ETG] Tha Jul 28 08:32:03... Start Dare => Thu Jul 28 09:02:03 CDT 2011
0 Es | GRPOISBEusteat kit com 502 AM End Dare == Thu Jul 28 09:02:07 CDT 2011 Su CceSSI
b ) Rasdie Data Entagration Repart [SFOC to ETQ) Th Jul 28 08:0203.. '
#L ] SFDC 10 B =] GRPOIESB@ustcanidll kee.com 732 AM
‘_J Fallures Data Entegration Report [3F0C to ETG) Tha Jul 28 073303,
[ Sucessshil (1867) 1 GRPO3SSEGUsead ke.com 101 AM
(. Warmings 14 Data Integration Repert [SFOC to E1Q] Thi Jul 28 070503..
:\1.2 Dirafits _‘-‘F-H'ﬂ“tti L4
3 sent e o 4 ' Data Integration Report [SFDC to ETQ] Thu Jul 28 10:02:03 CDT 2011
i [ Uneead masdl 3] e iy Dule Mewestonton "% | GRPO3BIB@ustcax00.kec.com
ol ETO Bl 13 For Followe U 3 Thia 7/28/2011 10:02 &M
. 4 %
L] sent ems L m i Support, GRSA
) GRPOZBIESustcaxiihoo.com 002 AM eterlion Inbox - o Becord (B0 day}  Expoes 10262011
- Integratien Report [SFOC b EVQ) Thu Jul 28 10:02403...
4 Support GRSA : . :
. Data Inregrarion process has successfully completed bur with wamings
7 Inbox 23] 2 Tuesday .
L5 dnnusi Review | GRPOZEIBSustcaxdikec.com Tue 220 PM

[WARNING] The following errors have sccurred while populating the fields of
Reliance Document with the following kevis)
SFDC_CASE_NO = 00006582

L3 Assignment to Training e -
i+ g} Exig Contificatian Faim ]

Data Integeation Report (SFOC to ETQ) Tue bul 26 14:20:24...

-_H ) Surney 4 Lasd Week
e B * sstraedd.ker.com Wed 7/20 ¥ ; : :
. i fecort PO b NG Wi Joi 3 1430 Failed to get 1D for option [J5 Work Zone ; deformed shape] in field [DEFECT_TYPE)
Eigny Repaort (3F0C ta ETQ] Wed Jul 20 14020 -
Completed, but with errors
i ke, Tue 719
p ’ g | AT LAELE MM .."J:I-Cr:;":"-! :I-\.'l: '::-EFI: C e EN Tue Mt 1514 .'l: L) Nl.l.ﬂ'lh'ﬂ' Df created Rdj“ﬂ!‘ dmﬂ“ = 2
Ll Sucresshul (1567) [ GRPOSESESustasdd ket com Mion 718 Wumber of updated Reliance documents == 0
L.} Warnings 14| Data Integraticn Report [SPOC to ETG] Mon hul 18 10:32:0 Start Date => Thu Jul 28 10:02:03 CDT 2011
[} Duatts End Date >> Thu Jal 28 10:02:05 CDT 2011
123 Sent Mems 4 Two Weeks Aga
-l GRPOIEBPustoax00.koc.com TFI5/3011

fal Deleted Rems
Data integeation Report (SFOC to ETO! Fo Jul 15 180301 ...
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Dedect Description

Proeducf Dussanes s Und

This complaint i From [he datribobar, Crag. He and paer gois oough 185 cases o7 3T30 ot " ). Prodessiongl
milh. Bocenlly Wy Teel B8 Sualily of Ihe PANIE Aad SecTeaied § Bt Thity S8 the napn

e see sofler and less durabis, They 5iad T8 aimos] more tesus e, They ane not akng

far any compensaton, bt vward & intey @ the product has ket changed ol sl They have

Fisbcid Ml el Wwith T Wil atave. 88 wel ae ne1 0550550, AN infarsaten il be

proviced Iroegh T datnbuter rep. Fieass Bl Crag mow, @ e 58730 has changesd, of if Sane

wias & hasd nan. Thank you
Lk iap Mmberial Rrmiber

2
Prociuct Mumbser Product Short Code
"IERIGBETI0 e
Product Description Product Calegory
" BT PR PN - - 250 “Tovenl
Mispenser Loyaity Bumbe Dapenser Seral Humber
PIMLS Rl Huimbeid Sjiadds Yanda
Lod Humbad | ate Code / Boll hambor Craanility Affectod
" HAGEIT 1ak 2 &
et Type s Failizre Mo<

" Foigipd Progac | Poor Dusiy (sslanséion in “cosmenis™] T

£l

Glabal Product Code

== Product Sub-Category
- Tasutos Daganmr

M MO

Cusbomisr Relerence 8 ‘

ook Cocde

Product Line | Type

Date Dispenser insiaied

Linaar Yards

Ura of Moanwin
“canes -
Sampsde Infarmaton

Samples Available?
& ves Mo

Samiple|s ) Comteminaled™
" ves & Mo

Attschemants

Samiple Phodods | and Other Aftachimsnis
Cassl0007 1B0-Sonp D pensts b LY

Ao e

10 Ponse v IhE Torm SHTONE yoU CAMIIE BN ACION BEM. AR 1hE ACS0N 065 i CRIated, oo wil Head to Rl I Srm B B BYL 12 The Actios Bee Wil BE58ar,

Cond et Lipuisde Yard

Current Ssmplhe Looslion L ceoatiicen o Sarvd Sample
201 Columbia & ve Lexmglon, 5C

Eraale Coatomer Sarvice Ackon tem| Creale iucios tes
Cunlomm Sarnco Linke

Iicddert Fiadda. for SFDC

Btmnufoc ured Site Mg Wwvestigator _ Mg Wvestigator Mames  Sample Statum
Giohal iznwirvens Nel Warren; Boyd, &my B B [Bamokn Avalitie |5

jifg Final Response Oste

Complaiiv Category CAPAGNL Status

Trsciing
Rumnber
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Data Integration Process Flow

/7

Cast Iron, FTP
Client
EtQto SFDC
Staging Table

SFDC to EtQ

Staging Table,

Filezilla

d
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SFDC Updates

¢~ 00009005

J- Show Fesd

Open Activities [0 | Activity History [0 | Case Comments [0 | Case His

Case Detail Edit

¥ Product Information
SAP Product Code 901021947
Product Code 21047

Product Description JOKSFT.CRTDG NITRO --.1

Product Date Code / Lot X0110893584
Number

Ewvent Date
Product summary Click here to view the Product summary

Batch code location ¢ Mo batch code image currently vailable

Distribution Plant
Last Sold Date
CE Mark

Notes

EtQ azzignee(s) Boyd, Amy H

[ Y BAICCIR LS T AT

¥ Case Information
Reimbursement Requested
Reimbursement Recipient
Available Picture or Document?
EtQ Comments

Investigation System Number
(EtQ)

EtQ Status

Produci
Product Sub

Replacement
Distributor
Mo

— 1

| comp-NKp-14-00485 |

Preliminary Assessment / Determination

Credit Initiated in SAP

No

Credit Note Number

CIC number
Credit'Replacement Date
Replacement Order Number

Replacement Initiated in
SAPIKCRC

No

Submitted to E1Q
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EtQ Complaint Profiles

Complainl Profile (New) Created by Bolenbacher, Benamin on Jul 28, 2011 11:38:41 PM

Basic | peccess Control  ANTabs

48 [=1

Comments { Agd | View History)

Last Comment

Document Humber Document Links

Piease Save

Profile Ownership
Form Prefix Business Unit

Applicable Organization
" Statf: Business Unk - North American - K-C Professional« [T I
Complaint Handling Manager]s)
Ha
Aszignments
Send Pre, Assesament Assignments to Group Mailbox Pre. Assesament Group Mailbox
|l i
Send Investigation Assighments o Group Mailbox Investigation Group Mailbox
O &
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Product Category Portals in EtQ

Used by Marketing, R&E, Quality, Operations, and Leadership

(s Retiance Home

Search Applications. ..

Views || "

Charts

|4 | g Advanced

Hollenbacher, Benjamin | AmericalChicage | About Reliance

_KCIi‘ Dizpensers

Main Links
KCP Dispensers - Count of Complaints by Product Category by Month KCP Dispensers - Count of Complaints by Product Sub-Category - YTD

o YTD 4200 by Month

eo A 3500

00 28.00 .

lefian

E E
E Moo - E 21.00 wrica
]

SO0 H |- 14.00 —

. I.EU> - | .ul l . IL I

roc - l_ ; 0.00 J_"I:J: i:l_li'_ J.il._ M 1

Jun 2011 Jul 2011 Aug 2011 Sep 2011 Cct 2011 Jun 2011 Jul 2011 Aug 2011 Sep 2011 Oct 2011
Created Date Created Date
Product Category Product Sub-Category
B 7 Hlw wowo [l Not fvailable [ £ 2 H : W e e T H = o
- | P B
| R ol = -
E - =
e P P SRS P S - TEPUIE SRR PP S ORI PRI S PSS e e e vt b HATG L dumbOlL L Skincare
| . Teee HL
ﬁ;'e:led Count :;‘:‘I:nt Dispensers ?:’:Iiygiene& s:“rl'.‘r:?nr;hip Safety Wipers || Created Date Count Count Ratio Wipers
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Portal Charts

s Have become very valuable.
s Real time, drill down enabled.

m S0 useful that leaders are simply log into EtQ
whenever they want to view real-time charts
Instead of receiving monthly or quarterly charts

via emalill.
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Building the Interface

Team

minternal IT resources (3)

nEtQ programmers (2)
mSalesForce.com programmer (1)

mK-C business unit stakeholders (2)
nGlobal QA/RA compliance systems (2)
mCast Iron programmer (1)

Cost

mLess than $100,000

Time

m6 months total (only 3 months for EtQ side of the interface)
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Benefits Realized

m Sales, Quality, Operations (investigators) and Marketing are

all happy.
s Significant Efficiency improvements.

Manual steps eliminated.

Assignments are completed on time, or manager is
alerted.

m Significant lead time reductions.
Compensation approval workflow.
Each step in the process takes less time to completed.

s Complaint Average Days Open metric is below 30 days,
already!

s K-C Customers are happy!

37
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Progress and Future Plans

Rolled out to Asia-Pacific from 2012-2013 and
to Europe in 2014.

Plan to rollout to Korea in late 2014.

Adding more fields to send back from EtQ to
SFDC so sales people know more about the
status of the Complaint.

Adding ability to send attachments attached to a
Case from SFDC’s Chatter functionality.
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QUESTIONS?
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Thank You!

Ben Bollenbacher

Amy Boyd




