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Frequently Asked Questions (FAQ) on ComPASS 

S/N Question CDG’s Replies 

Account Information / General  

1 What is the difference between ComPASS vs 
Coupa? 

Coupa is a cloud-hosted procure-to-pay 
solution.  The instance that is used by 
ComfortDelgro Corporation (CDG) is known 
as ComPASS.  The engine behind ComPASS 
is Coupa software. 

2 I have requested for a "Forgot Password" 
reset. However, did not receive any email to 
reset. Have checked all folders in my email. 

CDG is not able to reset password or issue 
password on behalf of suppliers.  Please 
write to supplier@coupa.com or use the 
Live Chat function on CSP login page to 
contact Coupa. 
 
Check with your IT to whitelist the email 
domain from Coupa and CDG. 

3 How to change Primary User ID? Please write to 
supplierAsk_ComPASS@comfortdelgro.com 
to request change in Primary User ID.  User 
ID is the email address of the primary 
contact registered in ComPASS for your 
company record.  Primary user serves as the 
administrator for your company record. 
 
To add/remove other Users in your 
company, please contact your company’s 
Administrator. 
https://success.coupa.com/Suppliers/For_S
uppliers/Coupa_Supplier_Portal/Administer
_the_CSP  

4 How to allow other our new customers to 
join in under 1 login account instead of 
creating many login accounts? 

To manage all customers’ accounts in 1 CSP, 
please make sure you sign up using the 
same email address for all your customers 
or use the Merge Request function in CSP. 
https://success.coupa.com/Suppliers/For_S
uppliers/Coupa_Supplier_Portal/Administer
_the_CSP/03_Manage_Merge_Requests  

5 Can we have more than one user account for 
one company, e.g finance (billing), admin 
(process PO)? 

Please approach your company’s Admin for 
your ComPASS account to add/remove 
Users and give permissions. 
https://success.coupa.com/Suppliers/For_S
uppliers/Coupa_Supplier_Portal/Administer
_the_CSP  

6 I would like to be included in the Compass 
email notification because I am managing 
the Aftermarket Parts with SBST. 

Please approach your company’s Admin for 
your ComPASS account to add/remove 
Users and modify permissions.  

mailto:supplier@coupa.com
https://supplier.coupahost.com/
mailto:supplierAsk_ComPASS@comfortdelgro.com
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP/03_Manage_Merge_Requests
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP/03_Manage_Merge_Requests
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP/03_Manage_Merge_Requests
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP
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https://success.coupa.com/Suppliers/For_S
uppliers/Coupa_Supplier_Portal/Administer
_the_CSP  

7 We have existing customer using COUPA, 
can we merge them? 

You need to register with all your customers 
using the same email addresses and all your 
customer accounts will appear in 1 CSP or 
use the Merge Request function in CSP. 
https://success.coupa.com/Suppliers/For_S
uppliers/Coupa_Supplier_Portal/Administer
_the_CSP/03_Manage_Merge_Requests  

8 Any membership fees to use ComPASS? No, ComPASS is free for all suppliers. 

9 Can you provide full companies’ names 
which are using ComPASS? 

We are not able to disclose our suppliers’ 
details.  For Coupa’s customers list, you may 
write in to enquire with Coupa. 

10 I have an account but did not receive 
notification via email.  My manager received 
it and forwarded it to me.  PO was emailed 
to another user from the same company but 
order was for my department.   I requested 
if they can route it to me but understand 
only allow one email.    

Coupa allows 1 primary contact per supplier 
record in ComPASS.   
The primary contact of each company is 
able add more Users giving them specific 
permissions eg. Orders, Invoices, ASN, 
payment, sourcing etc.  Please contact your 
company primary contact/Admin to add 
you. 
If you did not receive notifications, you may 
also check your Notifications settings on 
your Homepage. 

11 Is there any file size limit for the supporting 
documents to be uploaded? 

250 MB per attachment, no more than 40 
attachments in total.  Please refer to Coupa 
Support Notes for more info. 
https://success.coupa.com/Suppliers/For_S
uppliers/Sourcing_Supplier_FAQ/What_is_t
he_size_limit_when_uploading_files%3F  

12 Please kindly send us softcopy of the training 
materials or operating manual for ComPASS 
usage. 

Please refer to our website for User Guides: 
https://www.comfortdelgro.com/procurem
ent.  Updated guides will be posted in the 
same website from time to time. 
For access to operating manual/guide, 
please visit this website managed by Coupa: 
https://success.coupa.com/Suppliers/For_C
ustomers/Toolkit/Document_Exchange/The
_Coupa_Supplier_Portal/Coupa_Supplier_G
uides. 
A copy of training slides will be sent to all 
registered suppliers after the training. 

Sourcing 

13 i. Will I be able to see all RFQs or do I 
have to be invited by the individual 
purchasers in order to quote? 

i. Coupa only allows access to 
RFQ/Tender events for invited 
suppliers. 

ii. See reply to (i). 

https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP/03_Manage_Merge_Requests
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP/03_Manage_Merge_Requests
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP/03_Manage_Merge_Requests
https://success.coupa.com/Suppliers/For_Suppliers/Sourcing_Supplier_FAQ/What_is_the_size_limit_when_uploading_files%3F
https://success.coupa.com/Suppliers/For_Suppliers/Sourcing_Supplier_FAQ/What_is_the_size_limit_when_uploading_files%3F
https://success.coupa.com/Suppliers/For_Suppliers/Sourcing_Supplier_FAQ/What_is_the_size_limit_when_uploading_files%3F
https://www.comfortdelgro.com/procurement
https://www.comfortdelgro.com/procurement
https://success.coupa.com/Suppliers/For_Customers/Toolkit/Document_Exchange/The_Coupa_Supplier_Portal/Coupa_Supplier_Guides
https://success.coupa.com/Suppliers/For_Customers/Toolkit/Document_Exchange/The_Coupa_Supplier_Portal/Coupa_Supplier_Guides
https://success.coupa.com/Suppliers/For_Customers/Toolkit/Document_Exchange/The_Coupa_Supplier_Portal/Coupa_Supplier_Guides
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ii. Can we view/participate in 
tenders/RFQ where we are not 
invited but has the capability to 
supply? 

iii. Why is it I can only see the Tender 
Event when I clicked on the Event's 
link itself, but if I login directly to 
compass I cannot see the event on 
my own. 

iii. No CSP login is required for 
Sourcing.  Supplier staff who is 
invited for Sourcing can respond 
from invitation email itself. 

For more info on how to participate in 
Sourcing, please contact the respective 
procurement in charge for each Sourcing 
Event or to access Coupa Supplier Guides 
below: 
https://success.coupa.com/Suppliers/For_S
uppliers/Sourcing_Supplier_FAQ  

14 How do I submit offers? https://success.coupa.com/Suppliers/For_S
uppliers/Sourcing_Supplier_FAQ  

Purchase Orders 

15 Can the purchase orders also be sent to 
salesmen in charge of issuing orders, rather 
than to a central email at supplier? Orders 
cannot be processed promptly. 

You can ask your company Admin to add you 
as a User and to login to CSP to check on 
Orders.  To input more than 1 email 
addresses to receive POs, write in to 
supplierAsk_ComPASS@comfortdelgro.com.  

16 How do I acknowledge PO? https://success.coupa.com/Suppliers/For_S
uppliers/Coupa_Supplier_Portal/Work_with
_the_CSP/View_and_Manage_POs  

17 If PO with wrong price, how to amend it? 
PO may be issued in advance for supplier 
production and price may change when 
shipment due. 

If PO is issued with wrong price, please reach 
out to your contact for this PO in CDG to 
revise the PO and to resend the correct 
version.  Suppliers are not allowed to revise 
POs on their own but they can request 
change. 
https://success.coupa.com/Suppliers/For_S
uppliers/Coupa_Supplier_Portal/Work_with
_the_CSP/Edit_a_PO  

18 Would you give any notification about the 
new order in the Coupa system?  If yes, is it 
through email? 

System will send notification emails to the 
registered email address in your company 
record set up to receive POs.   

19 "Need By Date" is early then "PO Date".   Please reach out to your PO contact to 
arrange on delivery. 

Invoicing 

20 i. What documents do we need to 
submit when submitting invoice via 
ComPASS?   

ii. Do we only attach the supporting 
document or also attach the invoice? 

iii. Can we submit our own invoice 
instead of using the Coupa created 
invoice. If so, how to submit ? 

iv. Can I upload invoice in different 
currency? 

v. Can I invoice without a PO? 

i. It is advisable to attach a proof of 
Delivery Order with 
acknowledgement to prevent 
any discrepancy of goods 
delivered along with the 
Agreement signed with CDG, if 
applicable. 

ii. Manual or other system 
generated invoice is not 
required to be attached while 
raising an invoice through Coupa 

https://success.coupa.com/Suppliers/For_Suppliers/Sourcing_Supplier_FAQ
https://success.coupa.com/Suppliers/For_Suppliers/Sourcing_Supplier_FAQ
https://success.coupa.com/Suppliers/For_Suppliers/Sourcing_Supplier_FAQ
https://success.coupa.com/Suppliers/For_Suppliers/Sourcing_Supplier_FAQ
mailto:supplierAsk_ComPASS@comfortdelgro.com
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/View_and_Manage_POs
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/View_and_Manage_POs
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/View_and_Manage_POs
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/Edit_a_PO
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/Edit_a_PO
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/Edit_a_PO
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vi. Can I backdate my invoice due to 
Service done earlier?  How many days 
can I backdate? 

vii. How to amend invoice via ComPASS if 
submitted wrong invoice details? 

viii. Edit or withdraw after submission of 
invoice 

ix. Who do I contact with regards to 
invoicing matters? 

x. Is it a must to create/submitting 
Invoices via CSP and need to mail out 
Invoices? 

Supplier Portal as we adopt the 
Tax Compliant invoicing format 
with country-specific legal 
requirements. 

Global Invoice Compliance | VAT 
Compliant and GST Tax Compliant 
Invoicing | Coupa Software 

iii. No. We have started using E-
Invoicing since Jan 2021 for all 
Business Units in Singapore.  

iv. Invoice currency needs to be 
aligned with PO currency.  

v. Yes, but it depends on the nature 
of purchase in compliance with 
our internal financial policies.  
Please send request through to 
the AP contacts listed below. 

vi. Yes, but this subjects to the 
approval of your customer who 
engages the services. The 
approval request will be 
triggered automatically by the 
system if the invoice date 
exceeds 60 days from current 
date.  

vii. The requestor would need to 
dispute the invoice before you 
can re-submit a new invoice. If 
the invoice is approved, you are 
required to raise a Credit Note 
for cancellation before raising a 
new invoice.  

viii. Once invoice is submitted, it 
cannot be edited.  For more info, 
please refer to: 
https://success.coupa.com/Sup
pliers/For_Suppliers/Coupa_Sup
plier_Portal/Work_with_the_CS
P/Create_or_Edit_an_Invoice    

ix. Please find the email contact as 
below:  

 

SBS Transit Ltd and SBS Transit DTL 
Ltd (Including NEL) 
sbs_ap@sbstransit.com.sg 
 
ComfortDelgro Engineering Pte Ltd 
cdge_ap@cdge.com.sg 

https://www.coupa.com/products/invoicing/global-compliance/
https://www.coupa.com/products/invoicing/global-compliance/
https://www.coupa.com/products/invoicing/global-compliance/
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/Create_or_Edit_an_Invoice
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/Create_or_Edit_an_Invoice
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/Create_or_Edit_an_Invoice
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/Create_or_Edit_an_Invoice
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The rest of 13 Business Units (except 
SBS, DTL, CDGE) 
group_ap@comfortdelgro.com 

 
 

x. Yes, it is a must to invoice 
through CSP.  There is no need to 
mail out copies to us if you had 
created invoices through CSP. 

 
https://success.coupa.com/Suppliers/For_S
uppliers/Coupa_Supplier_Portal/CSP_FAQ/I
nvoices_FAQ  
 
https://success.coupa.com/Suppliers/For_S
uppliers/Coupa_Supplier_Portal/Work_with
_the_CSP/View_and_Manage_Invoices  

21 Possible to print the invoice with invoice 
status in proper format? 

https://success.coupa.com/Suppliers/For_S
uppliers/Coupa_Supplier_Portal/Work_with
_the_CSP/View_and_Manage_Invoices  

22 Is a GRN entry required before supplier can 
upload their Tax Invoice? 

Supplier can invoice regardless of GRN 
status. 

23 Can COMPASS populate the GST 7% for all the 
parts instead of supplier need to tick 
individual parts separately? 

No. This is a standard feature of Tax 
Compliant Invoicing format. 

24 I issued a credit note due to wrong item sent 
and re-invoiced to send the correct item but 
got no PO to generate new invoice in the 
portal. 

a. Inform your customer contact to 
revise the PO or cancel existing PO 
and reissue new PO. 

b. Once you receive the new/revised 
PO, you may invoice accordingly. 

25 We are existing Coupa user, had done with 
merging for CDG but still unable to submit e-
invoice as no info on legal entity which we 
had updated & assign to CDG. 

Have your company Admin login to CSP.  Go 
to Setup > Admin > Legal Entity Setup and 
update your legal entity info.  If you need 
help, please contact supplier@coupa.com 
or Chat with them in CSP. 

 
 
At first submission of invoice, suppliers will 
all be prompted to set up legal entity 
regardless. 
https://success.coupa.com/Suppliers/For_S
uppliers/Coupa_Supplier_Portal/Administer
_the_CSP/04_Set_up_Legal_Entities  

Payment 

https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/CSP_FAQ/Invoices_FAQ
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/CSP_FAQ/Invoices_FAQ
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/CSP_FAQ/Invoices_FAQ
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/View_and_Manage_Invoices
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/View_and_Manage_Invoices
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/View_and_Manage_Invoices
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/View_and_Manage_Invoices
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/View_and_Manage_Invoices
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/View_and_Manage_Invoices
mailto:supplier@coupa.com
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP/04_Set_up_Legal_Entities
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP/04_Set_up_Legal_Entities
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Administer_the_CSP/04_Set_up_Legal_Entities
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26 Is there any way to view when payment will 
be made?  Who can we contact with regards 
to payment enquiries? 

To view and manage payment, refer to 
Coupa Guide below: 
https://success.coupa.com/Suppliers/For_S
uppliers/Coupa_Supplier_Portal/Work_with
_the_CSP/View_and_Manage_Payments  
Please email to the AP Contacts shared as 
above in Question 20. 

27 After Invoice upload to ComPASS, will 
payment be made in 30 days term? 

Payment terms shall be as per agreed at the 
point of purchase. 

Coupa Support 

28 Is there a technical hotline to call? There is no technical hotline from CDG to 
support suppliers’ queries, as different 
parties are involved depending on the areas 
of questions asked. 
 
Please use the Contacts provided in the 
slides to reach out on your queries. 

 

https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/View_and_Manage_Payments
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/View_and_Manage_Payments
https://success.coupa.com/Suppliers/For_Suppliers/Coupa_Supplier_Portal/Work_with_the_CSP/View_and_Manage_Payments

