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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards bodies
(ISO member bodies). The work of preparing International Standards is normally carried out through ISO
technical committees. Each member body interested in a subject for which a technical committee has been
established has the right to be represented on that committee. International organizations, governmental and
non-¢ n\/nrnmnnf:\ly inliaison with IQ(\' also take Pnrf inthe work 1SO collaborates r‘ln:nl\ll with-the, International

Electrotechnical Commission (IEC) on all matters of electrotechnical standardization.

Intermational Standards are drafted in accordance with the rules given in the ISO/IEC Directives, Rart 2.

The main task of technical committees is to prepare International Standards. Draft\internationpl Standards
adopfed by the technical committees are circulated to the member bodies ferwvoting. Publigation as an
Interpational Standard requires approval by at least 75 % of the member bodies-casting a vote.

Attention is drawn to the possibility that some of the elements of this document may be the subject of patent
rightg. 1ISO shall not be held responsible for identifying any or all such patent rights.

ISO 10002 was prepared by Technical Committee ISO/TC 176, Quality management and quality assurance,
Subcpmmittee SC 3, Supporting technologies.

NOTH 1SO 10002 was circulated for vote as DIS 10018.
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Introduction

0.1 General

This International Standard provides guidance for the design and implementation of an effective and efficient
complaints-hardhng-processforall-ypes of commercial ornon-commercial-activitiesncluding-thosetrelaled to
electronic cdmmerce. It is intended to benefit an organization and its customers, complainants angk|other
interested pdrties.

The informatjon obtained through the complaints-handling process can lead to improvements-in/products and
processes and, where the complaints are properly handled, can improve the reputation of the organizption,
regardless of size, location and sector. In a global marketplace, the value of an International*Standard becpmes
more evident since it provides confidence in the consistent treatment of complaints.

An effective and efficient complaints-handling process reflects the needs of bothithe organizations supplying
products and those who are the recipients of those products.

”

NOTE Throughout the text of this International Standard, wherever the term “product” is used, it can also mean “seryice”.

The handling of complaints through a process as described in_this International Standard can enhance
customer safjsfaction. Encouraging customer feedback, includingcomplaints if customers are not satisfied, can
offer opportlinities to maintain or enhance customer loyalty “and approval, and improve domestiq and
international competitiveness.

Implementation of the process described in this International Standard can
— provide g complainant with access to an open-and responsive complaints-handling process,

— enhance|the ability of the organization to resolve complaints in a consistent, systematic and responsive
manner, fo the satisfaction of the complainant and the organization,

— enhancelthe ability of an organization to identify trends and eliminate causes of complaints, and improye the
organizafion's operations,

— help an|organization create."a customer-focused approach to resolving complaints, and encoyrrage
personngl to improve theirskills in working with customers, and

— provide a basis for_€ontinual review and analysis of the complaints-handling process, the resolutipn of
complaings, and precess improvements made

Organizationk may wish to use the complaints-handling process in conjunction with customer satisfaction ¢odes
of conduct and external dispute resolution processes

0.2 Relationship with ISO 9001:2000 and ISO 9004:2000

This International Standard is compatible with ISO 9001 and ISO 9004 and supports the objectives of these two
standards through the effective and efficient application of a complaints-handling process. It can also be used
independently of them.

ISO 9001 specifies requirements for a quality management system that can be used for internal application by
organizations, or for certification, or for contractual purposes. The process for complaints handling described in
this International Standard can be used as an element of a quality management system.

This International Standard is not intended for certification or for contractual purposes.

Vi © ISO 2004 — All rights reserved
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ISO 9004 provides guidance on continual improvement of performance. The use of ISO 10002 can further
enhance performance in the area of complaints handling and increase the satisfaction of customers and other
interested parties. It can also facilitate the continual improvement of the quality of products based on feedback
from customers and other interested parties.
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INTERNATIONAL STANDARD ISO 10002:2004(E)

Quality management — Customer satisfaction — Guidelines for
complaints handling in organizations

1 Scape

This |nternational Standard provides guidance on the process of complaints handling relatedte’products within
an ofganization, including planning, design, operation, maintenance and improvement, The complaints-
hand|ing process described is suitable for use as one of the processes of an overall quality management
system.

This International Standard is not applicable to disputes referred for resolution eutside the orgarfization or for
emplpyment-related disputes.

Itis glso intended for use by organizations of all sizes and in all sectors. Annex A provides guidande specifically
for small businesses.
This |nternational Standard addresses the following aspects of complaints handling:

a) ehhancing customer satisfaction by creating a custoner-focused environment that is open| to feedback
(ihcluding complaints), resolving any complaints received, and enhancing the organizatign's ability to
improve its product and customer service;

b) tep management involvement and commitmentthrough adequate acquisition and deployment jof resources,
including personnel training;

c) recognizing and addressing the needs.and expectations of complainants;
d p
e) ahalysing and evaluating compfaints in order to improve the product and customer service quality;
f) &

g) reviewing the effectiveness and efficiency of the complaints-handling process.

Foviding complainants with an open;“effective and easy-to-use complaints process;

Liditing of the complaints-handling process;

This [nternational Standard is not intended to change any rights or obligations provided by applicqble statutory
or regulatory requirements.

2 Normative references

The fotfowmng Teferenced documents are ndispensapte for the appiicationm of this_document. For dated
references, only the edition cited applies. For undated references, the latest edition of the referenced document
(including any amendments) applies.

ISO 9000:2000, Quality management systems — Fundamentals and vocabulary

3 Terms and definitions

For the purposes of this document, the terms and definitions given in ISO 9000 and the following apply.

NOTE In ISO 9000:2000, definition 3.4.2, “product” is defined as the “result of a process” which encompasses four generic
product categories: services, software, hardware, and processed materials. Throughout the text of this International
Standard, wherever the term “product” is used, it can also mean “service”.

© 1SO 2004 — All rights reserved 1
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complainant

person, orga

3.2
complaint

nization or its representative, making a complaint

expression of dissatisfaction made to an organization, related to its products, or the complaints-handling
process itself, where a response or resolution is explicitly or implicitly expected

3.3
customer

organization

EXAMPLE C
[1ISO 9000:2d

3.4
customer sa
customer's p

NOTE Adapt

35
customer se
interaction of

3.6
feedback
opinions, cor

3.7
interested p
person or grq

NOTE Adapt

3.8
objective
-complaints-H

3.9

policy
-complaints-H
formally expn

or person that receives a product

bnsumer, client, end-user, retainer, beneficiary and purchaser.

00, definition 3.3.5]

tisfaction

erception of the degree to which the customer's requirements have been-ulfilled

pd from ISO 9000:2000, definition 3.1.4. The Notes have been deleted.

rvice
the organization with the customer throughout the lifeeycle of a product

hments and expressions of interest in the products or the complaints-handling process

arty
up having an interest in the performance or success of the organization

bd from SO 9000:2000, definition 3.3.7. The Example and Note have been deleted.

andlingO sométhing sought, or aimed for, related to complaints handling

andlingO overall intentions and direction of the organization related to complaints handlin
essed by top management

g, as

3.10
process
set of interrel

ated or interacting activities which transforms inputs into outputs

NOTE Adapted from ISO 9000:2000, definition 3.4.1. The Notes have been deleted.

4 Guiding principles

4.1 General

Adherence to the guiding principles set out in 4.2 to 4.10 is recommended for effective handling of complaints.

© 1SO 2004 — All rights reserved


https://standardsiso.com/api/?name=30cec5bed45f0cbc9a20d07fd4a2189e

4.2

ISO 10002:2004(E)

Visibility

Information about how and where to complain should be well publicized to customers, personnel and other
interested parties.

4.3

Accessibility

A complaints-handling process should be easily accessible to all complainants. Information should be made
available on the details of making and resolving complaints. The complaints-handling process and supporting
information should be easy to understand and use. The information should be in clear language. Information

and @ssistance in making a complaint should be made available (see Annex B), in whatever

forma
or au

4.4

Recel
addrg
be p
progr

4.5

Each
hand

4.6

Acce

4.7

Persq
the (
disclq

4.8

its that the products were offered or provided in, including alternative formats, such as.large
diotape, so that no complainants are disadvantaged.

Responsiveness

ipt of each complaint should be acknowledged to the complainant inimediately. Complain
ssed promptly in accordance with their urgency. For example, significant health and safety i
ocessed immediately. The complainants should be treated courteously and be kept infq
ess of their complaint through the complaints-handling process-

Objectivity

complaint should be addressed in an equitable, objective and unbiased manner through thg
ing process (see Annex C).

Charges

5s to the complaints-handling process should be free of charge to the complainant.

Confidentiality

nally identifiable infermation concerning the complainant should be available where needed
urposes of addressing the complaint within the organization and should be actively pr|
sure, unless the customer or complainant expressly consents to its disclosure.

Customer-focused approach

anguages or
print, Braille

ts should be
ssues should
rmed of the

e complaints-

, but only for
ptected from

The ¢

rgahization should adopt a customer-focused approach, should be open to feedback includin

complaints,

and should show commitment to resolving complaints by its actions.

4.9

Accountability

The organization should ensure that accountability for and reporting on the actions and decisions of the
organization with respect to complaints handling is clearly established.

4.10

Continual improvement

The continual improvement of the complaints-handling process and the quality of products should be a

perm

© IS0

anent objective of the organization.
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5 Complaints-handling framework

5.1 Commitment

The organization should be actively committed to effective and efficient complaints handling. It is particularly
important that this is shown by, and promoted from, the organization's top management.

A strong commitment to responding to complaints should allow both personnel and customers to contribute to
the improvement of the organization's products and processes.

This commiti
the resolutio
resources, in

5.2 Policy

Top manage
be made ava
other interes
personnel ro

When establ
taken into ac

— any relev
— financial,

— the input

The policies

hent should be reflected in the definition, adoption and dissemination of policy and procedur
n of complaints. Management commitment should be shown by the provision of-lade
cluding training.

ment should establish an explicit customer-focused complaints-handling-policy. The policy s
ilable to, and known by, all personnel. The policy should also be made available to customer

e included in the process.

shing the policy and objectives for the complaints-handling:process, the following factors shot
Count:

ant statutory and regulatory requirements;
operational and organizational requirements;

of customers, personnel and other interested parties.

related to quality and complaints handling should be aligned.

5.3 Respagnsibility and authority

5.3.1 Top m
a)

b)

ensuring

ensuring
continual
identifyin
handling

c)

anagement should be(résponsible for the following:
that the complaintsshandling process and objectives are established within the organization;

that the complaints-handling process is planned, designed, implemented, maintained
y improved \in~accordance with the complaints-handling policy of the organization;

g and.allocating the management resources needed for an effective and an efficient compl
process;

ps for
uate

hould
5 and

ed parties. The policy should be supported by procedures and ,objectives for each functiop and

Id be

and

hints-

d) ensuring

thepromotionof awareness of thecomptamtsshandtimgprocessand theneed-foracoustomer

throughout the organization;

e)

OoCus

ensuring that information about the complaints-handling process is communicated to customers,

complainants, and, where applicable, other parties directly concerned in an easily accessible manner (see
Annex C);

and authority in addition to the responsibilities and authority set out in 5.3.2;

9)

complaints;

h)

maintained and continually improved.

appointing a complaints-handling management representative and clearly defining his or her responsibilities

ensuring that there is a process for rapid and effective notification to top management of any significant

periodically reviewing the complaints-handling process to ensure that it is effectively and efficiently

© 1SO 2004 — All rights reserved


https://standardsiso.com/api/?name=30cec5bed45f0cbc9a20d07fd4a2189e

ISO 10002:2004(E)

5.3.2 The complaints-handling management representative should be responsible for the following:
a) establishing a process of performance monitoring, evaluation and reporting;
b) reporting to top management on the complaints-handling process, with recommendations for improvement;

¢) maintaining the effective and efficient operation of the complaints-handling process, including the
recruitment and training of appropriate personnel, technology requirements, documentation, setting and
meeting target time limits and other requirements, and process reviews.

5.3.3 Other managers involved in the complaints-handling process should, as applicable within their area of
responsibility, be responsible for the following:

a) e[rsuring thatthe compfamts-anatng process 1S Mplemented;
b)
c)

ifising with the complaints-handling management representative;

()

hsuring the promotion of awareness of the complaints-handling process and of the‘n€ed fgr a customer
fqcus;

d) ehsuring that information about the complaints-handling process is easily accessible;
e) reporting on actions and decisions with respect to complaints handling;

f) epsuring that monitoring of the complaints-handling process is undertaken and recorded;

a)

D

hsuring that action is taken to correct a problem, prevent it happening in the future, and thaf the event is
¢corded;

=

h) epsuring that complaints-handling data are available for theltep management review.

5.3.4 All personnel in contact with customers and complaifRants should

— b trained in complaints handling,

|
o

bmply with any complaints-handling reporting requirements determined by the organization,

—

reat customers in a courteous manner and promptly respond to their complaints or direct them to the
ppropriate individual, and

QD

— spow good interpersonal and good eommunication skills.

5.3.5 All personnel should
— b aware of their roles, respansibilities and authorities in respect of complaints,

— be aware of what procedures to follow and what information to give to complainants, and

—

eport complaints-which have a significant impact on the organization.
6 Hlanning and design

6.1 |General

The organization should plan and design an effective and efficient complaints-handling process in order to
increase customer loyalty and satisfaction, and also to improve the quality of the products provided. This
process should comprise a set of interrelated activities that function harmoniously and use various personnel,
information, material, financial and infrastructure resources to conform to the complaints-handling policy and
achieve the objectives. The organization should take into account the best practices of other organizations with
regard to complaints handling.

6.2 Objectives

Top management should ensure that the complaints-handling objectives are established for relevant functions
and levels within the organization. These objectives should be measurable and consistent with the complaints-
handling policy. These objectives should be set at regular intervals as detailed performance criteria.

© 1SO 2004 — All rights reserved 5
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6.3 Activities

Top management should ensure that the planning of the complaints-handling process is carried out in order to
maintain and increase customer satisfaction. The complaints-handling process may be linked to and aligned
with other processes of the quality management system of the organization.

6.4 Resources

In order to ensure that the complaints-handling process operates effectively and efficiently, top management
should assess the needs for resources and provide them. These include resources such as personnel, training,
procedures, documentation, specialist support, materials and equipment, computer hardware and seftware,
and finances

The selectiof, support and training of personnel involved in the complaints-handling process.are particularly

important fagtors.
7 Operatfon of complaints-handling process

7.1 Commnunication

Information
information,
information S

oncerning the complaints-handling process, such as brochures, pamphlets, or electronic-4
Should be made readily available to customers, complaiiants and other interested parties.
hould be provided in clear language and, so far as.is‘teasonable, in formats accessible to 3

ased
Such
1, so

that no compllainants are disadvantaged. The following are exaniples of such information:

where co

mplaints can be made;

how complaints can be made;

informatipn to be provided by the complainant(sée Annex B);

the procgss for handling complaints;

time peripds associated with various.stages in the process;

the compglainant's options for remedy, including external means (see 7.9);

how the ¢gomplainant can abtain feedback on the status of the complaint.

7.2 Receipt of complaint

hg .of the initial complaint, the complaint should be recorded with supporting information gnd a
fier-code. The record of the initial complaint should identify the remedy sought by the complginant
rinformation necessary for the effective handfing of the compfaintinciuding the fottowing:

Upon reporti
unique identi
and any oth

— adescription of the complaint and relevant supporting data;

— the requested remedy;

— the products or related organization practices complained about;

— the due date for a response;

— data on people, department, branch, organization and market segment;

— immediate action taken (if any).

For further guidance, see Annexes B and D.

© 1SO 2004 — All rights reserved
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7.3 Tracking of complaint

The complaint should be tracked from initial receipt through the entire process until the complainant is satisfied
or the final decision is made. An up-to-date status should be made available to the complainant upon request
and at regular intervals, at least at the time of pre-set deadlines.

7.4 Acknowledgement of complaint

Receipt of each complaint should be acknowledged to the complainant immediately (for example via post,
phone or e-mail).

7.5 [Initial assessment of complaint

After|receipt, each complaint should be initially assessed in terms of criteria such as severity, safety implication,
complexity, impact, and the need and possibility of immediate action.

7.6 [Investigation of complaints

Every reasonable effort should be made to investigate all the relevant circumstances and information
surropunding a complaint. The level of investigation should be commeénsurate with the seriousness|frequency of
occufrence and severity of the complaint.

7.7 |Response to complaints

Folloyving an appropriate investigation, the organization should offer a response (see Annex E)| for example
correfct the problem and prevent it happening in the future. If the complaint cannot be immediafely resolved,
then ft should be dealt with in a manner intendéd to lead to its effective resolution as soon as possible (see
Anneix F).

7.8 |Communicating the decision

The fecision or any action taken regarding the complaint, which is relevant to the complaingnt or to the
persgnnel involved, should be communicated to them as soon as the decision or action is taken.

7.9 |[Closing the complaint

If the| complainant accepts the proposed decision or action, then the decision or action should be carried out
and recorded.

If the|camplainant rejects the proposed decision or action, then the complaint should remain open. This should

be reeerded—and-the—complairantsheuldbe-informed-ofalternativeforms—of-inrternaland-extednal recourse
available.

The organization should continue to monitor the progress of the complaint until all reasonable internal and
external options of recourse are exhausted or the complainant is satisfied.

8 Maintenance and improvement

8.1 Collection of information

The organization should record the performance of its complaints-handling process. The organization should
establish and implement procedures for recording complaints and responses and for using these records and

© 1SO 2004 — All rights reserved 7
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managing them, while protecting any personal information and ensuring the confidentiality of complainants.
This should include the following:

a)

b)

specifying steps for identifying, gathering, classifying, maintaining, storing and disposing of records;

recording its handling of a complaint and maintaining these records, taking utmost care to preserve such

items as electronic files and magnetic recording media, since records in these media can be lost as a result
of mishandling or obsolescence;

process have received;

keeping records of the type of training and instruction that individuals involved in the complaints-handling

specifyin
submissi
informati

e) specifyin

8.2 Analyg

All complain

) the organization's criteria for responding to requests for record presentation andi\r
bns made by a complainant or his or her agent; this may include time limits, whatoki
bn will be provided, to whom, or in what format;

is and evaluation of complaints

s should be classified and then analysed to identify systematie, recurring and single ing

problems ang trends, and to help eliminate the underlying causes of complaints.

8.3 Satisfaction with the complaints-handling process

There should
handling pro

NOTE One
complainant a

8.4 Monitq

Continual md
data to be cd

be regular action taken to determine the levels gf-satisfaction of complainants with the compl
tess. This may take the form of random surveys of complainants and other techniques.

hethod of improving satisfaction with the\eomplaints-handling process is to simulate a contact
nd the organization.

ring of the complaintsshandling process

nitoring of the complaints-handling process, the resources required (including personnel) ar
llected should be undertaken.

The performance of the complaints-handling process should be measured against predetermined criterig

Annex G).

8.5 Auditi

ng-of the complaints-handling process

pcord
hd of

j how and when statistical non-personally identifiable complaints data are disclosed to the pdiblic.

ident

Rints-

vith a

d the

(see

The organization should regularly perform or provide for audits in order to evaluate the performance of the
complaints-handling process. The audit should provide information on

— process conformity to complaints-handling procedures, and

— process suitability to achieve complaints-handling objectives.

The complaints-handling audit may be conducted as part of the quality management system audit, for example
in accordance with 1ISO 19011. The audit results should be taken into account in the management review to
identify problems and introduce improvements in the complaints-handling process. The audit should be carried
out by competent individuals independent of the activity being audited. Further guidance on auditing is provided

in Annex H.
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Management review of the complaints-handling process

8.6.1 Top management of the organization should review the complaints-handling process on a regular basis
in order

8.6.

Reco

8.7

The

to ensure its continuing suitability, adequacy, effectiveness and efficiency,

to identify and address instances of nonconformity with health, safety, environmental, customer, regulatory

and other legal requirements,
to identify and correct product deficiencies,

identify and correct process deficiencies

—

t@ assess opportunities for improvement and the need for changes to the complaints-handling
products offered, and

t@ evaluate potential changes to the complaints-handling policy and objectives.

2| The input to management review should include information on

internal factors such as changes in the policy, objectives, organizational structure, resources 3
products offered or provided,

ekternal factors such as changes in legislation, competitive practiees or technological innovati

the overall performance of the complaints-handling process,<ncluding customer satisfaction
the results of the continual monitoring of the process,

—

he results of audits,
the status of corrective and preventive actions,
fgllow up actions from previous management reviews, and

recommendations for improvement.

3| The output from the managementreview should include

decisions and actions related toimprovement of the effectiveness and efficiency of the complg
process,

pfoposals on product improvement, and

decisions and actions-related to identified resource needs (e.g. training programmes).

Continual improvement

process and

jvailable, and

DNS,

surveys and

ints-handling

rds from management review should be maintained and used to identify opportunities for improvement.

prganization should continually improve the effectiveness and efficiency of the complgints-handling

process. As a result, the organization can continually improve the quality of its products. This can be achieved
through corrective and preventive actions and innovative improvements. The organization should take action to
eliminate the causes of existing and potential problems leading to complaints in order to prevent recurrence and
occurrence, respectively. The organization should

explore, identify and apply best practices in complaints handling,
foster a customer-focused approach within the organization,
encourage innovation in complaints-handling development, and

recognize exemplary complaints-handling behaviour.

For additional guidance on a generic methodology for continual improvement, organizations may refer to
Annex B of ISO 9004:2000.
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Annex A
(informative)

Guidance for small businesses

This International Standard is designed for organizations of all sizes. However it is recognized that many smaller
businesses will have limited resources to dedicate to setting up and maintaining a complaints-handling process.
This annex highlights key areas where they may focus their attention to achieve maximum effectiveness and

efficiency from a simple process.

The steps beg

— Be open o complaints: have a simple sign on show, or a paragraph on company invoices, saying (see€
for example:
“Your sat|sfaction is important to us, please tell us if you are not satisfied — we'd like to*put it right”.

— Collect apd record complaints (see Annex B and Annex D).

— Acknowlé

e-malil is pufficient) (see 7.4).

— Assess t}l;e complaint for validity, possible impact and who is the best‘person to deal with it (see 7.5).

— Resolve

what to do about it, and act promptly (see 7.7).

— Give infd
custome
action thq

— When all
outcome
any poss|

— Review ¢
if there a
custome

Annex D].

The above g
perhaps not
techniques tq

low identify key areas, with suggestions for action in each.

dge your receipt of the complaint to the complainant if it is not received in person (a phone ¢

s soon as practically possible, or further investigate the complaint and then make a decision

rmation to the customer about what you intend, to" do about the complaint, and evaluat
's response. Is it likely that the action will satisfy.the customer? If yes, then move rapidly to tak
b customer reasonably expects, bearing in mind the best practices within your industry (see 7

If the complaint is still not resolved to-the customer's satisfaction, explain your decision and
ble alternative actions (see 7.9).

e any trends, or obvious things:you could change or put right to stop complaints occurring, im
Lidance is designed-for easy implementation. It may be valuable to visit other similar busine

doing exactly thesame, and see how they deal with customers' complaints. Valuable tip
apply may often be found.

4.2),

all or

hbout

b the
e the
.8).

possible has been done in your view to’resolve the complaint, tell the customer and recond the

offer

pmplaints regularly — a brief periedical review and a more intensive annual review — to establish

prove

service, or make customers’ more satisfied! (see Annex B and complaints tracking in item 7 of

Sses,
5 and

10
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Annex B
(informative)

Form for complainant

ISO 10002:2004(E)

The following is a sample form, containing the principal information which may aid a complainant to provide the

key details required by the organization to handle the complaint adequately.

1
Na

Po
Co
Ph
Fa
E-N
De

Details of complainant

me/organization

Addiress

tal code, town

intry

bne No.

No.

ail

ails of person acting on behalf of complainant (if applicable)

Pe

son to be contacted (if different from above)

2

De

Reference number of product/order (if known)

Product description

scription

3

De

Problem encountered

Dafe of occurrence

Ecription

Remedy requested

ves [ no [

5 Date, signature
Date Signature
6 Enclosure

List of enclosed documents

© IS0

2004 — All rights reserved
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Annex C
(informative)

Objectivity

C.1 General

Th 1 1 |,\ £ L CSTWILY H +la laiat [ PAIH H Lol . o ll H
e pr|nC|p U1 UIJJCL'I.IVII.y mrunrc bUIIIlJIClIIII.Q Al IUIIIIH PIUbCDD mreiuucT e IUIIUVVIIIH.

a) Opennegs: well publicized, accessible and understood by those involved in a complaint. The pr¢cess
should b¢ clear and well publicized so that both personnel and complainants can follow them.

b) Impartiality: avoiding any bias in dealing with the complainant, the person complained)dgainst g

organiza
treatmen
made ab

ion. The process should be designed to protect the person complained agaifist-from any b

but personnel, the investigation should be carried out independently.

c) Confidentiality: the process should be designed to protect the complainant's and customer's identity,

as is rea
who may

bonably possible. This aspect is very important to avoid deterring/passible complaints from p
be afraid that giving details could lead to inconvenience or discrimination.

d) Accessibility: the organization should allow the complainant access.to the complaints-handling proce

any reas
language
participa
informati
by the co

e) Complet
establish

f) Equitabi

bnable point or time. Information about the complaints ptocess should be readily available in
and in formats accessible to all complainants. Wherma complaint affects different supply
its, a plan to coordinate a joint response should.be made. The process should allow
bn arising from the complaints to be known by any:suppliers of the organization that are conce
mplaint so that they are able to make improvements.

eness: finding out the relevant facts, talkingto people from both sides involved in the compla
a common ground and verify explanatiohs, whenever possible.

ity: giving equal treatment to all people.

g) Sensitivity: each case should be considered on its merits, paying due care to individual difference

needs.

C.2 Obje
Complaints-Hh
implies
— informing

— giving thg

ctivity for persannel

andling procédures should ensure that those complained against are treated objectively.

them_immediately and completely on any complaint about their performance,

bm-the opportunity to explain the circumstances and allowing them appropriate support, and

r the
ased

. Emphasis should be placed on solving the problem and not on assigning blame. If a complaint is

As far
bople

ss at
clear
Chain
any
erned

int to

5 and

This

— keeping t

hem informed of the progress in the investigation of the complaint and the result.

It is vital that those against whom a complaint has been made are given full details of the complaint before they
are interviewed. However, confidentiality should be observed.

Personnel should be reassured that they are supported by the process. Personnel should be encouraged to
learn from the complaints-handling experience and to develop a better understanding of the complainant
perspectives.

C.3 Separating complaints-handling procedures from disciplinary procedures

Complaints-handling procedures should be separated from disciplinary procedures.

12
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C.4 Confidentiality

In addition to ensuring complainant confidentiality, the complaints-handling process should ensure
confidentiality in the case of complaints against personnel. The details of such complaints should be known only
by those directly concerned.

However, it is important that confidentiality is not used as an excuse to avoid dealing with a complaint.

C.5 Objectivity monitoring

Orgapizations—showld—menitor—the—+esponses—te—complaihris—to—ensure—complaints—are—handied objectively.

onses—to—complainis—to—ensure
Meagures could include

— alregular monitoring (e.g. monthly) of resolved complaint cases selected at random, and

n

Lirveys of complainants, asking them if they were treated in an objective manner.

© 1SO 2004 — All rights reserved 13
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Annex D

(informative)

Complaint follow-up form

The following is a sample form (for internal use only), containing the principal information which may aid the

organization

in following up on a complaint.

1 Detailg
Date of con

Time of con

Name of re

See form fq

Reference

Complaint

Date of pro

Recurrent

Complaint medium:

Unique identifier code:

Relevant d]:ta on complaint

b of complaint receipt
hplaint:

hplaint:

Cipient:

phone O e-mail O

other O

internet O

personallyd postal mail [0

2 Detail$ of complainant

r complainant.

3 Detailg of complaint

number of complaint

eferred by

4 Problgm encountered

blem:

roblem yes [1 no O

Problem category

1 O Product not delivered
2 O Service not provided/partially provided
3 O Delay in delivering product:
duratien.of delay
4 O Délay in providing service:
duration-of-delay
O Defective product
6 O Poor service:
details
7 O Product not in conformity with order
8 O Products not ordered
O Damage suffered
14 © 1SO 2004 — All rights reserved
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10 0O Refusal to honour the guarantee
11 O Refusal to sell

12 O Refusal to provide service

13 0O Commercial practices/sales methods
14 0O Incorrect information

15 0O Inadequate information

16 0O Payment arrangements

17 O Price

18| O Price increase

19 0O Supplementary charges

20 O Unjustified costs/billing

21 | Terms of contract

221 0O Coverage of contract

231 0O Assessment of damage

24 0O Refusal to pay compensation

25 O Inadequate compensation

26| 0O Modification of contract

27| 0O Poor performance of contract

28] 0O Cancellation/rescission of contract
29| 0O Cancellation of service

301 O Loan reimbursement

31 O Interest demanded

32 O Failure to honour commitments

33| O Incorrect invoicing

34( 0O Undue delay in dealing with a complaint
35( O Other type of\problem:

Addglitional information:

5 Complaint assessment

Evaluate the scope and severity of the actual and potential effects of the complaint:
Severity:

Complexity:

Impact:

© 1SO 2004 — Al rights reserved
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Need for immediate action yves O no 0O
Availability of immediate action yes O no 0O
Likelihood of compensation yves O no O
6 Complaint resolution

Remedy requested yes O no O
Action to be taken

36 0O Delivery of the product

37 0O Repair/rework of the product

38 0O Exchange of the product

39 0O Cancellation of sale

40 0O Enforcement of the guarantee

41 O Honouring of commitments

42 0O Conclusion of a contract

43 0O Cancellation/rescission of contract

44 0O Cancellation of invoice

45 0O Information

46 0O Correction of assessment of damage

47 0O Payment of an indemnification in the sum of:

48 O Reimbursement of a down payment in the amotint of:

49 0O Reimbursement of other payments effected in the amount of:
50 O Price rebate in the amount of:

51 O Payment facilities

52 0O Apology

53 0O Other Action:

7  Tracking complaint

Action taken Date Name

Remarks

Compl

bint acknowledged to complainant

Compl

hihtyassessment

Investigation of complaint

Resolution of complaint

Information to complainant

Correction

Correction verified

Complaint closed

16
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Annex E
(informative)

Responses

The organization's policy on the provision of responses may include

— refunds,

=

¢

=

¢

— S

—

q

I

— re¢ferral,

—h

I
S5 Q 9 O o

I

E.2

|
z o

|
o =

|
o T

eplacement,
bpair/rework,
Libstitutes,

chnical assistance,

formation,

nancial assistance,

fher assistance,
bmpensation,

pology,

podwill gift or token, and

dication of changes in products, process, policy,0r procedure arising from complaints.

Issues to be considered may include
fddressing all aspects of the complaint;
llowing-up where appropriate,

hether it is appropriate to offer remedies to others who may have suffered in the same
bmplainant but did not make_a formal complaint,

vel of authority for thevarious responses, and

ssemination of the‘information to the relevant personnel.
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