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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-governmental, in liaison with ISO, also take part in the work. ISO collaborates closely with the International
Electrotechnical Commission (IEC) on all matters of electrotechnical standardization.

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

The main task of technical committees is to prepare International Standards. Draft International Standards
adopted by the technical committees are circulated to the member bodies for voting. Publication as an
International 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
rights. ISO 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,
Subcommittee SC 3, Supporting technologies.

NOTE ISO 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-handling process for all types of commercial or non-commercial activities, including those related to
electronic commerce. It is intended to benefit an organization and its customers, complainants and other
interested parties.

The information 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 organization,
regardless of size, location and sector. In a global marketplace, the value of an International Standard becomes
more evident since it provides confidence in the consistent treatment of complaints.

An effective and efficient complaints-handling process reflects the needs of both the 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 “service”.

The handling of complaints through a process as described in this International Standard can enhance
customer satisfaction. Encouraging customer feedback, including complaints if customers are not satisfied, can
offer opportunities to maintain or enhance customer loyalty and approval, and improve domestic and
international competitiveness.

Implementation of the process described in this International Standard can

— provide a 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, to the satisfaction of the complainant and the organization,

— enhance the ability of an organization to identify trends and eliminate causes of complaints, and improve the
organization's operations,

— help an organization create a customer-focused approach to resolving complaints, and encourage
personnel to improve their skills in working with customers, and

— provide a basis for continual review and analysis of the complaints-handling process, the resolution of
complaints, and process improvements made

Organizations may wish to use the complaints-handling process in conjunction with customer satisfaction codes
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.
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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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