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QUALITY MANAGEMENT - Customer Satisfaction - Complaints Handling
(A Critical STEP-BY-STEP Approach )
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1SO 10002:2004 addresses the following aspects of
complaints handling:

Enhance c: us(umer satisfaction by creating a customer-focused environment that is
open to feedback

Acquire top management involvement and commitment through adequate acquisition and deployme
of resources, including personnel training

Recognize and address the needs and expectations of complainants

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

Analyse and evaluate complaints in order to improve the product and customer service quality ited by Jillian Mercer
Audit of the complaints-handling process

Review the effectiveness and efficiency of the complaints-handling proc: Vil :
Your unhappy custome

CONTENT FOR SESSION act & prevent

nu. session will include the following learning-oriented actions:
Work on real life examples of complaints presented by delegates for the seminar
Brainstorming to use the knowledge of the group to understand some of the issues the ISO 10002:2004 sets out to add E Busines e Speed of Thought)
Working through exercises designed to tap into the current skils of the group about implementing an effective
complaints-handiing system which complies with the ISO standard requirements; and, < X7
Group-oriented discussion and exploration of the conceptual framework of the importance of ISO standards for compl p Voice of Customer
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