
Capabilities

n  Customer Pro® les:   Build pro® les for all your customers, and keep them updated with relevant information, or 
import customer data from your ERP system.  Use these pro® les to track complaints, surveys, nonconforming 
material requests, return material authorization requests, corrective and preventative action requests and action 
items associated with each customer.  The pro® les can also be used to schedule and track customer meetings. 

n  Customer Complaints:  Set up an automated system for the management of customer complaints. If you choose, 
customers can create complaints online.  Track complaints by status, customer, source, product, problem codes, 
priority, time, and/or supplier, ensuring that issues are addressed accurately. Use this data to launch NCMRs, RMAs, 
CARs, or PARs, depending on the severity and scope of the issue.  The system allows for unalterable customer 
complaint audit trails.

n  Work ̄ow:  Turn customer complaints into corrective actions.  You can use the IBS pre-con® gured customer 
complaint work ̄ow or con® gure a work ̄ow consistent with your speci® c company requirements.  When 
a complaint is logged, designated users are automatically prompted to perform containment actions, seek 
management approval for their actions, and create corrective actions for systemic issues.  

n  Customer Surveys:  Use the system to create, send, and track customer surveys.  Ensure that surveys are completed 
in a timely manner.  Analyze the results using graphs and charts. Build customer recommendations into product 
planning.

Universal System Features

n  Real-Time Tracking:  Determine the place of a document in the work ̄ow at any time.  The system keeps you 
updated on the status of customer complaints, RMAs, corrective actions, and other processes.      

n  Noti® cations, Alerts and Escalations:  Users receive alerts about upcoming deadlines via email.  When items become 
overdue, they are escalated through various levels of management for follow-up actions.  Target due dates can be 
associtated with priority codes to establish goals for resovling signi® cant complaints quickly.

IBS America develops integrated compliance management solutions to help companies improve 
corporate governance and achieve sustained adherence to regulations and standards. 
Since 1982, we have delivered our systems and services to thousands of companies worldwide. 
IBS America is one of the very few compliance software companies certi® ed to ISO 9001.

Customer Management Module
Drive customer satisfaction with CompliantPro for Customer Management. 
CompliantPro enables you to comply with the complaint management 
requirements set forth by standards like ISO 9001, ISO 13485 and FDA 21 

CFR Parts 11 and 820.   Assess popular opinion about your products and services with surveys, and respond to 
customer issues. Link corrective actions and nonconformance reports to customer complaints. Build customer 
loyalty by promptly responding to complaints and using them to improve products and processes.  When you use 
CompliantPro to streamline your customer management processes, you'll see fast, positive results.
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n  Multilingual:  You can con® gure the user interface to display different languages to different users.  
Double-byte character sets (e.g., Chinese and Japanese) are fully supported.

n  Links to Other Systems:  Link information about suppliers, customers, and products with other 
systems used in the organization.

n  Automatic Noti® cations:  All key document processing events, including alerts and alarms for 
upcoming due dates and escalations when document deadlines are missed, can be con® gured to 
automatically send email noti® cations to appropriate recipients.

n  Reviews:  Meeting agendas, minutes and action items can be created and tracked for all customer 
reviews and meetings.

Customer Management Module

n  Mobility:  CompliantPro is not bound by traditional client-server architecture, so you can log in wherever there 
is an internet connection.  CompliantPro runs on industry standard relational databases, email systems, web 
application servers, directory services, and 
portals.

n  Action Items:  The system allows for both 
dependent action items, which need to be 
performed before an action or complaint 
is closed, and independent action items, 
which can drive ongoing improvement 
actions long after an action or complaint 
has been closed.  Status tracking is 
maintained for all action items throughout 
their lifecycle, in phases such as Planning, 
In-Process and Completed.

n  Reporting:  Create reports using the data 
the system has tracked and trended. Fields are available for capturing 
cost, labor time spent and other desired data on each segment of a 
complaint.

n  Electronic Signatures:  Use secure electronic signatures with optional 
second password capabilities to meet the requirements of the FDA's 21 CFR Part 11.

n  Security:  Role-based administrative functions allow your organization to con® gure system security around its 
particular requirements.  Password authentication ensures that only certi® ed individuals can perform customer 
management activities.  Document access can be controlled based on individuals, groups, and roles.


