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PREFACE

This Standard was prepared by the S tandards Australia Committee on Complaints

Handling, in response to the call from professional and other organizations for assistance

in what is now accepted as an essential component of quality management. It is also

regarded as one of the components of competitiveness in domestic and international

markets.

The objectives of this S tandard include the provision of a complaints handling process for

those making and receiving complaints and to serve as a reference document on current

best practices for handling complaints. The Standard is subject to any statutory or other

legal obligations imposed on organizations.

Use of the principles embodied in the S tandard will assist organizations to identify

deficiencies in any current complaint handling procedures and therefore opportunities for

improvement.

An expected outcome for sole traders, small business and other organizations which

implement complaints handling processes in accordance with the Standard would be

continuous improvement in consumer satisfaction, both with complaints handling and with

products and services. This in turn will have benefits for organizations and the

communities they serve and also demonstrate to governments the capacity of business and

the professions to deal with complaints using a self- regulatory approach.

The essential elements of an effective complaints handling process are contained in

Section 2 of the S tandard. Sections 3, 4 and 5 are guidelines dealing with the

implementation of the process , the actual complaint handling and disputes .

© Copyri ght STANDARDS AUSTRALIA

Users of Standards are reminded that copyright subsis ts in all S tandards Australia publi cati ons and software. Except where the
Copyri ght Act all ows and except where provided for below no publi cati ons or software produced by Standards Australia may be
reproduced, stored in a retr ieval system in any form or transmitted by any means without prior permission in writ ing from
Standards Australi a. Permission may be condit ional on an appropriate royalty payment. Requests for permission and informati on
on commercial software royalt ies should be directed to the head offi ce of Standards Australia.

Standards Australia wil l permit up to 10 percent of the technical content pages of a Standard to be copied for use
exclusively in-house by purchasers of the Standard without payment of a royalty or advice to Standards Australia.

Standards Australia wil l also permit the inclusion of it s copyright materi al in computer software programs for no royalty
payment provided such programs are used exclusively in-house by the creators of the programs.

Care should be taken to ensure that materi al used is from the current edit ion of the Standard and that it i s updated whenever the
Standard is amended or revised. The number and date of the Standard should therefore be clearly identified.
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commercial contracts is subject to the payment of a royalty . This policy may be vari ed by Standards Australia at any time.
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