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PREFACE

This Standard was prepared by the Standards 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 Standard 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 Standard 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 Standard. Sections 3, 4 and 5 are guidelines dealing with the
implementation of the process, the actual complaint handling and disputes.
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Copyright Act allows and except where provided for below no publications or software produced by Standards Australia may be
reproduced, stored in a retrieval system in any form or transmitted by any means without prior permission in writing|from
Standards Australia. Permission may be conditional on an appropriate royalty payment. Requests for permission and infofmation
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Standards Australia will also permit the inclusion of its copyright material in computer software programs for no royalty
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Standard is amended or revised. The number and date of the Standard should therefore be clearly identified.

The use of material in print form or in computer software programs to be used commercially, with or without payment, pr in
commercial contracts is subject to the payment of a royalty. This policy may be varied by Standards Australia at any time.




This is a free 6 page sample. Access the full version online.

CONTENTS

SECTION 1 SCOPE AND PURPOSE

SE

SE

NENTNENENICURENICUSININUNINE

=

WWWwWWwwwwwwwwo
PRPRRPPRPOO~NOOCOONNWNE

WN O

w
=
N

SCOPE

PURPOSE . .. oot e ittt

GENERAL

DEFINITIONS & . . oottt e e e

ACCESS

RESPONSIVENESS . . . .. . .

CHARGES .
REMEDIES ... ..
DATA COLLECTION

SYSTEMK:ANDRECURRkaPROBLEMS.llﬂiffﬂ:::Tfﬂ::::
ACCOUNTABILITY . . .o oo oo
REVIEWS . . o oo oo

ON 3 IMPLEMENTATION OF THE ESSENTIAL ELEMENTS

COMMITMENT . .. o e e e e
FAIRNESS . .. .
RESOURCES . . . .. e
VISIBILITY o e

ACCESS

ASSISTANCE ... ..\ttt
RESPONSIVENESS . .. .ottt toe et

CHARGES .
REMEDIES ... ..
DATA COLLECTION

SYSTEMK:ANDRECURRWRBPROBLEMS:::::TIJZZZT ﬂ::::

ACCOUNTABILITY

REVIEWS .. oottt

SECTION 4 COMPLAINT HANDLING PROCEDURES

4.1
4.2
4.3
4.4

GENERAL

AS 4269—1995

Page

TION 2 ESSENTIAL ELEMENTS OF EFFECTIVE COMPLAINTS HANDLING
ESSENTIAL ELEMENTS ... .. ... ... ... .. ....
COMMITMENT . . . e e e e e
FAIRNESS . .. .
RESOURCES . . . .. e e e
VISIBILITY o e

PROCESSH«;ORALCOMPLAmws.fffff:ffff""'”""”

PROCESSING WRITTEN COMPLAINTS .
MINIMIZING DISPUTES .

SECTION 5 DISPUTES

5.1

5.2
5.3
5.4

GENERAL
SCOPE

DISPUTE.RIIIES.OLUTION L

DISPUTE RESOLUTION SYSTEM BASICS . . ... .. .. .. ... .. ...



This is a free 6 page sample. Access the full version online.

AS 4269—1995 4

STANDARDS AUSTRALIA

Australian Standard
Complaints handling

SECTION 1 SCOPE AND PURPOSE

1.1 SCOPE This Standard sets out the essential elements for the management of
complaints from inception to satisfaction or final determination, as the case may be,
irrespective of the nature of the complaint or the size of the organization receiving the
complaint. It further provides guidelines for the implementation of a complaints handling
process.

Section 2 contains the essential elements while Section 3 contains implementation
guidelines, and it is recognized that smaller organizations may need to use this Section
selectively. Section 4 details complaint handling guidelines and Section 5 deals with
disputes.

This Standard is for all large or small organizations. However, application of the
elements in some cases will be different for small organizations and the Standard needs to
be applied with the requisite degree of discretion to ensure that it is appropriate in the
circumstances.

For example, the collection of data on complaints need only be rudimentary for small
businesses, involving for instance, some form of manual collection and classification.
Such a process, despite its simplicity can still highlight systemic problem areas which
require remedial action.

However, some issues covered in this Standard such as commitment, fairness,
responsiveness, charges and remedies apply, regardless of the size of the enterprise.

The importance of this Standard as it relates to small business is that it provides a
yardstick which can be used to design a complaints handling process for their particular
circumstances.

1.2 PURPOSE The purpose of this Standard is to provide a complaints handling
framework for the complainants as well as complaint recipients. It will serve as a
reference document on issues where a common interpretation is desirable.

A comprehensive complaints system should:

(@) Increase the level of consumer satisfaction with the delivery of products and
services and enhance the consumer/provider relationship.

(b) Recognize, promote and protect consumers’ rights, including the right to comment
and complain.

(c) Provide an efficient, fair and accessible mechanism for resolving consumer
complaints.

(d) Provide information to consumers on the complaints handling process for the
services and products of the organization.

(e) Monitor complaints in an endeavour to improve the quality of products and services.

1.3 GENERAL Any complaints handling policy should include a positive attitude
towards consumers and commitment to resolving complaints. This should be based on the
premise that—

(@) aconsumer has aright to complain and to have the complaint handled;
(b) complaints provide feedback about a product or service experience; and
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