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H SO 10002:2004:

ISO 10002:2004 provides guidance on the process of complaints han-
dling related to products within an organization, including planning,
design, operation, maintenance and improvement. The complaints-
handling process is suitable for use as one of the processes of an over-
all quality management system.

ISO 10002:2004 is not applicable to disputes referred for resolution
outside the organization or for employment-related disputes.

It is also intended for use by organizations of all sizes and in all sectors.
ISO 10002:2004 addresses the following aspects of complaints handling:

-Enhancing customer satisfaction by creating a customer-focused
environment that is open to feedback (including complaints), resolving
any complaints received, and enhancing the organization's ability to
improve its product and customer service;
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-recognizing and addressing the needs and expectations of complainants;

-providing complainants with an open, effective and easy-to-use complaints process;

- Analyzing and evaluating complaints in order to improve the product and customer service quality;
- Auditing of the complaints-handling process;

- Reviewing the effectiveness and efficiency of the complaints-handling process.

ISO 10002:2004 is not intended to change any rights or obligations provided by applicable statutory or regulatory
requirements.

A complaint is an 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." Definition from ISO
10002:2004.1t costs an organization at least four times as much to recruit a new customer as to maintain an existing
one.
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Organizations that regularly lose customers, struggle to repair
their damaged reputations.

The Customer Satisfaction standard, ISO 10002:2004 — the
guideline standard for implementing a complaints manage-
ment system — helps organizations to identify, manage and
understand how successfully they deal with their customers'
complaints.

The standard specifies the key requirements for handling cus-
tomer complaints successfully and includes complaints man-
agement controls to help you address customer dissatisfac-
tion within your business

B Who is it relevant for?

ISO 10002 is relevant to any organization that wishes to ex-
ceed customer expectations, a basic requirement for busi-
nesses of all types and sizes, whether they’re in the private,
public or voluntary sectors.
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Customer Satisfaction

B Improved internal communications and relations: It helps you to adopt a customer-focused approach
to resolving complaints and encourage personnel to improve their skills in working with customers.

B Flexibility: The standard is compatible with ISO 9001 Quality allowing you to add value and efficiency
to your organization.

B Continual improvement: It provides a basis for continual review and analysis of your complaints-
handling process, the resolution of complaints and where improvements can be made.
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http://www.bsigroup.com/templates/StandardContent.aspx?id=7202&epslanguage=EN
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