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ISO 10002 
Customer Satisfaction Management System

Most companies may not realize that 
treating a complaint in an inappropriate 
way may bring tons of demerits. With the 
implementation of ISO 10002:2004, an 
organization is required to develop an 
effective and efficient complaints-handling 
process to satisfy customers' needs. It 
helps to inculcate a positive complaint 
handling culture among organizations and 
to promote professionalism in the handling 
of complaints. The benefits of 
implementing this system have already 
been broadcasted among many sectors, 
such as call centers, government agencies 
and industry associations. 

Benefit
~ Enhance the corporate image
~ Demonstrate that the 

corporate concern
~ Demonstrate that the 

complaint handling is up to 
and above the market 
benchmark

~ Improve employee awareness 
and alertness on customer
handling skills 
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Details
~ Complaint handling and the ISO customer satisfacti on 

series
~ A review on the clauses requirements of ISO 

10002:2004
~ Integration of ISO 10002:2004 to current managemen t 

systems
~ Benefits of implementation

1 dayISO 10002 Effective ApplicationTC2

Details
~ Concepts of complaint handling and the ISO custom er 

satisfaction series
~ A review on the requirements of ISO 10002:2004
~ Certification process and requirements

3 hoursISO 10002 IntroductionTC1

ISO 10002 
Customer Satisfaction Management System

Certificate of successful completion will 
be issued to delegates who have 
attended full course 

Certificate

Presentation, Workgroup Discussion, 
Case Study & Exercise

Methodology

ACI Training CentreVenue

Courses are organized once a month. 
Detailed schedule can be found on our 
website.

Date
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