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KimberlyKimberly--Clark OverviewClark Overview

 4 Business Units
 Consumer Products

 North Atlantic
 K-C International

 Professional (B2B, DIY, Safety)
 Health Care

 106 Manufacturing Facilities in 38 Countries
 2013 Sales: $21.1 Billion
 57,000 Employees
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Medical Devices, Surgical Supplies, & Pain Management
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Wipers, Gloves, Masks, Eye Protection, Respirators, Apparel, 
Soap, Hand Sanitizers, Air Fresheners, & Dispensers



EtQ Modules in Use TodayEtQ Modules in Use Today

 Complaint Handling
 Corrective & Preventive 

Action (CAPA)
 Quality Events & NCR
 EHS Events
 Document Control
 Record Management
 Training & Qualification
 Job Safety Analysis

 Change Management
 Specification 

Management
 Deviations
 Audit/Assessments
 Calibration Management
 Supplier Management
 Permit Management
 Risk Management
 External Standards & 

Regulations
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SalesForce.comSalesForce.com
 Customer Relationship Management tool.

 Accounts
 Contact information
 Forecasting
 Pricing
 Customer Order history
 Sales leads and references
 Ordering
 Internal inventory

 Mobility and intuitiveness are essential.
 Software as a Service (SaaS) or “Cloud” based.
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Business NeedBusiness Need
 North American Professional business needed a new 

complaint handling tool to support a growing and 
evolving business.

 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).

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

 R&E and Marketing wanted to make more use out of 
complaint data (improved reporting capability).
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GoalsGoals
 Decrease Complaint Average Days Open cycle 

time metric to 30 days or less.
 Establish a simplified complaint handling 

process that drives consistency.
 Eliminate manual complaint handling activities.
 Improve employee productivity in every step of 

the complaint handling process.
 Easy access and searching for complaints.
 Useful and powerful reporting to aid decision 

making, product improvements, and innovations.
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The SolutionThe Solution

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

 Build a Two-Way System Interface.
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The SolutionThe Solution
 7 Step Complaint Handling workflow established in EtQ.
 Complaint Call Center and Salespeople enter complaint 

feedback into the “Case” form in SalesForce.com (SFDC).
 Complaint data and attachments are transmitted to EtQ 

Complaint Handling module and assigned.
 EtQ sends workflow phase change updates (and field 

changes) back to SFDC, so salespeople can quickly and 
easily check complaint status in SFDC.

 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 FlowData Integration Process Flow
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Data Transfer DiagramData Transfer Diagram
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Compensation



Complaint Handling ProcessComplaint Handling Process
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DEMONSTRATIONDEMONSTRATION
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Data Integration Process FlowData Integration Process Flow
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New Case FormNew Case Form
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Reimbursement/
Credit can be 
initiated in SFDC 
or after 
Complaint has 
been created in 
EtQ.

Case Information and Problem DescriptionCase Information and Problem Description



File(s) can be attached and 
will be sent over to EtQ.

When all 
required 
information has 
been filled in, 
the “Submit to 
EtQ” button is 
clicked.

Status is changed to “Submit”



Data Integration Process FlowData Integration Process Flow
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EtQ Complaint HandlingEtQ Complaint Handling

 7 Step Process.
 Initial Customer Feedback phase is completed by SFDC.
 Traceability in both systems.
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Data Import ReportsData Import Reports
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Success!

Completed, but with errors
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Data Integration Process FlowData Integration Process Flow
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SFDC UpdatesSFDC Updates
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EtQ Complaint ProfilesEtQ Complaint Profiles
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Product Category Portals in EtQProduct Category Portals in EtQ
Used by Marketing, R&E, Quality, Operations, and LeadershipUsed by Marketing, R&E, Quality, Operations, and Leadership
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Portal ChartsPortal Charts

 Have become very valuable.
 Real time, drill down enabled.
 So useful that leaders are simply log into EtQ 

whenever they want to view real-time charts 
instead of receiving monthly or quarterly charts 
via email.
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Building the InterfaceBuilding the Interface
Team
Internal IT resources (3)
EtQ programmers (2)
SalesForce.com programmer (1)
K-C business unit stakeholders (2)
Global QA/RA compliance systems (2)
Cast Iron programmer (1)
Cost
Less than $100,000
Time
6 months total (only 3 months for EtQ side of the interface)
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Benefits RealizedBenefits Realized
 Sales, Quality, Operations (investigators) and Marketing are 

all happy.
 Significant Efficiency improvements.

 Manual steps eliminated.
 Assignments are completed on time, or manager is 

alerted.
 Significant lead time reductions.

 Compensation approval workflow.
 Each step in the process takes less time to completed.

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

 K-C Customers are happy!
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Progress and Future PlansProgress 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?QUESTIONS?
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Thank You!Thank You!

Ben Bollenbacher
bbollen@kcc.com

Amy Boyd
ahboyd@kcc.com

41


