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pojmy vyporadani Ci vyrizeni stiznosti v sobé zahrnuji i reklamacni fizeni, plynouci ze zdkonnych
predpisd.

Dale se v této norme Casto vyskytuje anglicky obtizné jednoznacné prelozitelny termin

~performance”, ktery podle souvislosti kromé zakladnich vyznam{ jako je vykonnost, funkénost ma i
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ISO (Mezinarodni organizace pro normalizaci)
je celosvetovou federaci narodnich
normalizac¢nich organ( (¢lent 1SO).
Technické komise ISO obvykle pripravuji
mezinarodni normy. Kazdy Clen I1SO, ktery se
zajima o predmeét, pro ktery byla vytvorena
technicka komise, ma pravo byt v této
technické komisi zastoupen. Prace se
zUcastnuji také vladni i nevladni mezinarodni
organizace, s nimiz 1ISO navazala pracovni
styk. ISO Uzce spolupracuje s Mezinarodni
elektrotechnickou komisi (IEC) ve vSech
zalezitostech normalizace v elektrotechnice.

Mezinarodni normy jsou navrhovany podle
pravidel Smérnice ISO/IEC, Cast 2.

Hlavnim Ukolem technickych komisi je
pripravit mezinarodni normy. Navrhy
mezinarodnich norem pfijaté technickymi
komisemi se rozesilaji ¢lenlm 1SO k hlasovani.
Vydani mezinarodni normy vyzaduje souhlas
alespon 75 % hlasujicich ¢lend.

Vénujte pozornost moznosti, ze néktera
soucast tohoto dokumentu podléha
patentovému pravu. ISO neni odpovédna za
odhaleni kteréhokoli nebo vSech takovych
patentovych prav.

ISO 10006 byla pripravena technickou
komisi ISO/TC 176, Management jakosti a
prokazovani jakosti, subkomisi SC 3,
Podpdirné technologie.

POZNAMKA N&vrh ISO 10002 byl v
hlasovacim obéhu jako DIS 10018.

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. I1SO 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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Uvod Introduction
0.1 Obecné 0.1 General

Tato mezinarodni norma poskytuje navod pro
navrhovani a uplathovani efektivnich a
uc¢innych procesd pro vyfizovani stiznosti
vsech typl komer-¢nich i nekomercnich
¢innosti véetné téch, které se tykaji
elektronického obchodovani. Ma prinaset
uZzitek organizacim i jejich zékaznikdim,
stéZovateldm i dal$im zainteresovanym
stranam.

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.



Informace ziskané v procesu vyrizovani
stiznosti mohou vést ke zlepSeni jak
produktd, tak i procesl a pokud jsou stiZznosti
spravné vyrizovany, i ke zlepSeni povésti
organizace bez ohledu na jeji velikost,
umisténi a obor. Na svétovém trhu zacina byt
hodnota mezinarodni normy patrnéjsi,
protoze poskytuje dlvéru v dlsledné
projednavani stiznosti.

Efektivni a Ucinny proces vyfizovani stiznosti
odrazi potreby jak organizace, dodavajici
produkty, tak i téch, ktefi jsou prijemci téchto
produktd.

POZNAMKA Kdekoli se v textu této
mezinarodni normy vyskytne slovo , produkt”,
znamena to jak hmotné vyrobky, tak i
»Sluzby”.

Vyfizovani stiznosti prostrednictvim procesu,
popsaného v této mezinarodni normé, mlze
zlepsSit spokojenost zakaznika. Povzbuzovani
zakaznika ke zpétné vazbé, vCetné stiznosti,
pokud jsou zakaznici nespokojeni, mdze
nabidnout prileZitosti k udrzeni loajality zakaznikd
a k potvrzeni a zlepSeni domaci i mezinarodni
konkurenceschopnosti.

Uplathovani procesu, popsaného v této
mezinarodni normé mdze

- poskytnout stéZovateldm pristup k
otevfenému a pfimérenému procesu pro
vyfizovani stiznosti;

- zlepsit schopnost organizace resit
stiznosti dlislednym, systematickym a
primérenym zplsobem, uspokojujicim
stéZzovatele i organizaci;

- Zzlepsit schopnost organizace identifikovat
trendy, odstranit priciny stiznosti a zlepSit provoz
organizace;

- pomoci organizaci vytvofit pristup
orientovany na zakaznika, ktery resi
stiznosti, a povzbudit zaméstnance ke
zlepSeni dovednosti pfi praci se zakazniky a
- poskytnout zakladnu pro pribézné
prezkoumavani a analyzu procesu vyrizovani
stiznosti, reseni stiznosti a provedena
zlepseni procesd.

Pripousti se, aby organizace vyuzivala proces
vyfi-zovani stiznosti spolu s pravidly zjiS»ovani
spokojenosti zakaznika a procesy vyfizovani
externich spord.
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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 Vztah k ISO 9001:2000 a ISO 9004:2000

Tato mezinarodni norma je kompatibilni s ISO

9001 a ISO 9004 a podporuje cile téchto dvou

norem prostrednictvim efektivniho a Ucinného

procesu vyrizovani stiznosti. Mlze se ji pouzit
i nezavisle na nich.

ISO 9001 specifikuje pozadavky na systém
mana-gementu jakosti, ktery mize byt
pouzit jak pro interni UCely organizacemi, tak i
pro UcCely certifikace nebo pro Ucely uzavirani
smluv. Proces vyfizovani stiznosti, popsany v
této mezinarodni normé, se mdlze pouzit jako
prvek systému managementu jakosti. Tato
mezinarodni norma neni zamyslena pro
Ucely certifikace, ani pro Ucely uzavirani
smluv.

ISO 9004 poskytuje navod pro neustalé
zlepSovani dosazeného stavu. Pouzivani ISO
10002 mUze dale zlepsit pInéni Gkoll a
dosazeny stav v oblasti vyfizovani stiznosti a
mdZe zlepsit spokojenost zékaznikd a dalsich
zainteresovanych stran. Rovnéz mlze
usnadnit neustalé zlepSovani jakosti
produktl na zakladé vyuZiti zpétné vazby od
zékaznikl a dalSich zainteresovanych stran.
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0.2 Relationship with 1ISO 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.

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.




