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[Company Name]


Complaints Handling Policy





This policy specifies how [Company Name] handles complaints in strict adherence to ISO 10002:2004 guiding principles  


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 (from ISO 10002:2004)


We recognize that complaints give us a unique opportunity to retain dissatisfied customers and maintain our reputation for high quality of products and services  


We provide our customers, personnel, and other interested parties with publicly available information on how and where to complain and encourage them to give us both affirmative and critical feedback 


We ensure that our complaint handling process is easy to use, efficient, fair, free of charge, and accessible to all complainants even those with disabilities and special needs


We protect the complainant’s rights, confidentiality and privacy.  We promptly acknowledge receipt of complaints, and keep complainants informed of the progress, changes, and decisions in regarding their complaints


We continually analyze both justified and unjustified complaints with the goal of improving the quality of our product and customer service


The top management team periodically reviews the performance the of complaints handling process, policy, and objectives to ensure their effectiveness and continuing suitability


Signed


[Name of Company President]�President�May 2005


 









