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Predmluva

ISO (Mezindrodni organizace pro normalizaci) je
celosvétovou federaci narodnich
normalizacnich organt (¢len( 1SO). Technické
komise ISO obvykle pfipravuji mezinarodni
normy. Kazdy Clen ISO, ktery se zajima o
predmét, pro ktery byla vytvorena technickd
komise, ma pravo byt v této technické komisi
zastoupen. Prace se zUcasthuji také viadnii
nevladni mezinarodni organizace, s nimiz ISO
navazala pracovni styk. ISO Uzce spolupracuje s
Mezindrodni elektrotechnickou komisi (IEC) ve
vSech zdlezitostech normalizace v
elektrotechnice.

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

Hlavnim Ukolem technickych komisi je pfipravit
mezinarodni normy. Navrhy mezinarodnich norem
prijaté technickymi komisemi se rozesilaji ¢lentm
ISO k hlasovani. Vydani mezinarodni normy
vyzaduje souhlas alespon 75 % hlasujicich
¢lend.

Vénuijte pozornost moznosti, Ze nékterad soucast
tohoto dokumentu podléha patentovému pravu.
ISO neni odpovédnd za odhaleni kteréhokoli
nebo vSech takovych patentovych prav.

ISO 10001 byla pripravena technickou komisi

ISO/TC 176, Management kvality a prokazovani
kvality, subkomisi SC 3, Podpdrné technologie.
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Foreword

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 I1SO 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. I1SO 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. ISO shall not be held
responsible for identifying any or all such
patent rights.

ISO 10001 was prepared by Technical
Committee ISO/TC 176, Quality management and
quality assurance, Subcommittee SC 3,
Supporting technologies.

Uvod
0.1 Obecné

Introduction
0.1 General



Udrzovani spokojenosti zakaznika na vysoké
Urovni je ddleZitou vyzvou pro mnoho
organizaci. Jednim ze zpUsobd, jak se vyporadat
s touto vyzvou, je zavést a pouzivat pravidla
chovani pro zvySeni spokojenosti zakaznika.
Pravidla chovani pro zvyseni spokojenosti
zakaznika se skladaji z prislibl a s nimi
spojenych ustanoveni, které se vztahuiji k
takovym zalezitostem, jako je dodavani
produktu, vraceni produktu, zachazeni s
osobnimi Udaji zakaznikd, reklama a dohody
tykajici se urcitych atributd produktu nebo jeho
funkc¢nosti (viz priklady v priloze A). Pravidla
chovani pro zvySeni spokojenosti zakaznika
mohou byt soucasti efektivniho pristupu k
managementu stiznosti. To zahrnuje:

a) predchazeni stiznostem vyuZzivanim vhodnych
pravidel chovani pro zvySeni spokojenosti
zakaznika;

b) interni vyfizovani stiznosti, napriklad pfi
obdrzZeni vyjadreni o nespokojenosti;

c) externi reSeni spor( v pripadech, kdy neni
mozné stiznosti uspokojive vyresit interné.

Tato mezinarodni norma poskytuje navod, ktery
ma pomoci organizaci urcit, zda ustanoveni jejich
pravidel chovani pro zvyseni spokojenosti
zakaznika odpovidaji potfebam a ocekavanim
zakaznika a zda jsou tato pravidla presna a
nejsou zavadéjici. Pouzivani této normy muze:
- rozvinout poctivé obchodni praktiky a
zvysit dvéru zakaznika v organizaci;

- zlepsit porozumeéni zédkaznikd tomu, co
mohou ocekavat od organizace ve smyslu jejich
produktl a vztahl se zakazniky, a tim snizit
pravdépodobnost nedorozumeéni a stiznosti;

- potencialné snizit potfebu novych
predpist ridicich chovani organizace vici svym
zakaznikdm.

0.2 Vztah k ISO 9001 a ISO
9004

Tato mezinarodni norma je kompatibilni s ISO
9001 a ISO 9004 a podporuije cile téchto dvou
norem efektivnim a Uc¢innym pouzivanim procesu
vytvareni a implementace pravidel chovani
vztahuijicich se ke spokojenosti zakaznika. Tato
mezinarodni norma muZze byt pouzita i
nezavisle na ISO 9001 a ISO 9004.

Maintaining a high level of customer
satisfaction is a significant challenge for many
organizations. One way of meeting this
challenge is to put in place and use a customer
satisfaction code of conduct. A customer
satisfaction code of conduct consists of
promises and related provisions that address
issues such as product delivery, product returns,
handling of personal information of customers,
advertising and stipulations concerning
particular attributes of a product or its
performance (see Annex A for examples). A
customer satisfaction code of conduct can be
part of an effective approach to complaints
management. This involves:

a) complaints prevention, by making use of an
appropriate customer satisfaction code of
conduct;

b) internal complaints handling, for instances
when expressions of dissatisfaction are
ecemddrnal dispute resolution, for situations in
which complaints cannot be satisfactorily dealt with
internally.

This International Standard provides guidance to
assist an organization in determining that its
customer satisfaction code provisions meet
customer needs and expectations, and that the
customer satisfaction code is accurate and not
misleading. Its use can:

- enhance fair trade practices and customer
confidence in an organization;

- improve customer understanding of what
to expect from an organization in terms of its
products and relations with customers, thereby
reducing the likelihood of misunderstandings
and complaints;

- potentially decrease the need for new
regulations governing an organization’s
conduct towards its customers.

0.2 Relationship with ISO
9001 and ISO 9004

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 process to develop and
implement a code of conduct related to customer
satisfaction. This International Standard can also
be used independently of ISO 9001 and I1SO
9004.



ISO 9001 specifikuje poZzadavky na systém
managementu kvality, ktery mdze byt pouzit jak
pro interni Ucely organizaci, tak i pro ucely
certifikace nebo pro Gcely uzavirani smluv.
Pravidla chovani pro zvyseni spokojenosti
zakaznika implementovana v souladu s touto
mezinarodni normou (ISO 10001) mohou byt
prvkem systému managementu kvality.
Mezinarodni norma I1SO 10001 neni urcena pro
Ucely certifikace ani pro Ucely uzavirani smluv.
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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. A
customer satisfaction code of conduct
implemented in accordance with this
International Standard (ISO 10001) can be an
element of a quality management system. This
International Standard is not intended for
certification or for contractual purposes.

ISO 9004 poskytuje navod pro neustalé
zlepSovani vykonnosti systému managementu
kvality. Tato mezinarodni norma (ISO 10001)
mUze dale zvysit vykonnost ve vztahu k
pravidlim, stejné jako zvysit spokojenost
zakaznikl a dalsich zainteresovanych stran.
Rovnéz mize usnadnit neustalé zlepSovani
kvality produktl a procest na zakladé vyuziti
zpétné vazby od zakaznik( a dalSich
zainteresovanych stran.

POZNAMKA Kromé zakaznikd mohou mezi dal$i
zainteresované strany patfit dodavatelé,
prdmyslové asociace a jejich ¢lenové,
spotrebitelské organizace, relevantni viadni
agentury, pracovnici, majitelé a dalsi, ktefi jsou
ovlivhovani pravidly chovani organizace
zajiS»ujici spokojenost zakaznika.

0.3 Vztah k 1SO 10002 a ISO
10003

Tato mezinarodni norma je kompatibilni s ISO
10002 a ISO 10003. Tyto tfi normy mohou byt
pouzity bud’ nezavisle, nebo v kombinaci. Jsou-li
pouZzity spolecné, tato mezinarodni norma, ISO
10002 a ISO 10003 mohou byt soucasti Sirsiho a
integrovaného systému pro zvysenou
spokojenost zakaznika pomoci pravidel chovani,
vyrizovani stiznosti a reseni spor (viz prilohu
B).

ISO 10002 obsahuje navod k internimu vyrizovani
stiznosti tykajicich se produktu. Naplfovanim
prislibt danych v pravidlech chovani pro zvyseni
spokojenosti zakaznika mlze organizace snizit
pravdépodobnost vzniku problémd, protoze
existuje mensi pravdépodobnost vzniku
nedorozumeéni ohledné oCekavani zakaznika,
kterd se tykaji organizace a jejich produktd.

ISO 9004 provides guidance on continual
improvement of performance regarding quality
management systems. This International
Standard (ISO 10001) can further enhance
performance regarding codes of conduct, as
well as increase the satisfaction of customers
and other interested parties. It can also
facilitate the continual improvement of the
quality of products and processes based on
feedback from customers and other interested
parties.

NOTE Apart from customers, other interested
parties can include suppliers, industry
associations and their members, consumer
organizations, relevant government agencies,
personnel, owners and others who are affected
by an organization’s customer satisfaction code
of conduct.

0.3 Relationship with ISO
10002 and ISO 10003

This International Standard is compatible with ISO
10002 and ISO 10003. These three standards
can be used either independently orin conjunction
with each other. When used together, this
International Standard, ISO 10002, and ISO
10003 can be part of a broader and integrated
framework for enhanced customer satisfaction
through codes of conduct, complaints handling
and dispute resolution (see Annex B).

ISO 10002 contains guidance on the internal
handling of product-related complaints. By
fulfilling the promises given in a customer
satisfaction code of conduct, organizations
decrease the likelihood of problems arising
because there is less potential for confusion
regarding customer expectations concerning
the organization and its products.



ISO 10003 obsahuje navod k reseni spord
ohledné stiznosti tykajicich se produktu, které
nemohou byt uspokojivé vyreSeny interné. V
pripadé vzniku sporu mohou pravidla chovani
pro zvyseni spokojenosti zakaznika pomoci
stranam pfi pochopeni oCekavani zakaznika a
snah organizace tato oCekavani splnit.

0.4 Prohlaseni tykajici se
shody

Tato mezinarodni norma je vytvorena tak, aby
byla pouZzivana vyhradné jako navod. Tam, kde
byl implementovan cely pouzitelny navod
poskytnuty v této mezinarodni normé, mize byt
ucinéno prohlaseni, ze pravidla chovani pro zvyseni
spokojenosti zakaznika jsou planovana,
navrhovana, vytvarena, implementovana,
udrZzovana a zlepSovana na zakladé tohoto
navodu.

Nicméné jakakoli prohlaseni, ktera vyhlasuji
nebo naznacuji shodu s touto mezinarodni
normou, jsou s touto mezinarodni normou
nekonzistentni a Cinit takova prohlaseni je tedy
nevhodné.

POZNAMKA Prohlaeni, kterd naznacuji nebo
ktera implikuji shodu s touto mezinarodni
normou, jsou tedy nevhodna pro pouziti v
jakychkoli propagacnich a komunikacnich
materidlech, jako jsou tiskové zpravy, reklamy,
marketingové brozury, videa, sdéleni
pracovniklm, loga, hesla a prohlaseni do
rlznych médii, od tisténych, televiznich a
rozhlasovych po internet a multimedialni
aplikace v€etné oznaceni produktu, znacek a
plakatd.
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Management kvality
- Spokojenost
zakaznika - Smeérnice
pro pravidla chovani
organizaci

1 Predmet normy

ISO 10003 contains guidance on the resolution
of disputes regarding product-related
complaints that could not be satisfactorily
resolved internally. When disputes do arise, the
existence of a customer satisfaction code of
conduct can assist the parties in understanding
customer expectations and the organization’s
attempts to meet those expectations.

0.4 Statements regarding

conformity

This International Standard is designed to be
used solely as a guidance document. Where all
applicable guidance provided in this
International Standard has been implemented,
statements that a customer satisfaction code of
conduct is planned, designed, developed,
implemented, maintained and improved based
on that guidance can be made.

However, any statements claiming or implying
conformity to this International Standard are
inconsistent with this International Standard, and
it is therefore inappropriate to make such
statements.

NOTE Statements claiming or implying
conformity to this International Standard are thus
inappropriate in any promotional and
communication material, such as press releases,
advertisements, marketing brochures, videos,
staff announcements, logos, slogans and catch
lines for diverse media, ranging from print and
broadcasting to Internet and multi-media
applications, to product labels, signs and
banners.

Quality management
- Customer
satisfaction -
Guidelines for codes
of conduct for
organizations

1 Scope



Tato mezinarodni norma poskytuje navod pro
planovani, navrhovani, vytvareni, implementaci,
udrzovani a zlepSovani pravidel chovani pro
zvysSeni spokojenosti zakaznika. Tuto
mezinarodni normu Ize aplikovat na pravidla
chovani vztahujici se k produktu, ktera obsahuji
prisliby organizace zakazniklm ohledné jejiho
chovani. Takové prisliby a s nimi spojena
ustanoveni jsou zaméreny na zvysenou
spokojenost zakaznika. Priloha A obsahuje
zjednodusené priklady soucasti pravidel pro
rlizné organizace.

POZNAMKA 1 V rdmci této mezinarodni normy
zahrnuje pojem ,,produkt” také sluzby,
software, hardware a zpracované materialy.
POZNAMKA 2 V této mezindrodni normé se
termin ,produkt” pouziva pouze pro produkt
urCeny pro zakaznika nebo zakaznikem
pozadovany.

Tato mezinarodni norma je urcena pro pouziti
vSemi organizacemi bez ohledu na jejich typ,
velikost a poskytovany produkt, véetné organizaci,
které vytvareji pravidla chovani pro zvyseni
spokojenosti zakaznika pro jiné organizace.
Priloha C obsahuje specificky navod pro malé
podniky.

Tato mezinarodni norma nepredepisuje vécny
obsah pravidel chovani pro zvyseni
spokojenosti zakaznika, ani se nevztahuje k
dalsim pravidldm chovani, jako jsou napriklad ta,
kterd se tykaji vztahd organizace a jejich
pracovnik{, nebo organizace a jejich
dodavateld.

Tato mezinarodni norma neni urcena pro Ucely
certifikace ani pro Ucely uzavirani smluv a nema
ani ménit Zzadna prava ani povinnosti vyplyvaijici z
pozadavkU aplikovatelnych zakond a predpisu.

POZNAMKA 3 Pfestoze tato mezinarodni norma
neni urcena pro Ucely uzavirani smluv, pfisliby
obsazené v pravidlech chovani pro zvySeni
spokojenosti zakaznika mohou byt soucasti
smluv organizace.

POZNAMKA 4 Tato mezindrodni norma je
zamérena na pravidla chovani pro zvyseni
spokojenosti zakaznika, ktera se tykaji
nakupovani nebo vyuzivani zbozi jednotlivymi
zakazniky, majetku nebo sluzeb pro osobni
Ucely nebo do domacnosti. Presto ji Ize
aplikovat na vSechna pravidla chovani pro
zvySeni spokojenosti zakaznika.

This International Standard provides guidance for
planning, designing, developing, implementing,
maintaining and improving customer
satisfaction codes of conduct. This International
Standard is applicable to product-related codes
containing promises made to customers by an
organization concerning its behaviour. Such
promises and related provisions are aimed at
enhanced customer satisfaction. Annex A
provides simplified examples of components of
codes for different organizations.

NOTE 1 Throughout this International Standard,
the term “product” encompasses services,
software, hardware and processed materials.
NOTE 2 In this International Standard, the term
“product” applies only to the product intended
for, or required by, a customer.

This International Standard is intended for use
by organizations regardless of type, size and
product provided, including organizations that
design customer satisfaction codes of conduct
for use by other organizations. Annex C gives
guidance specifically for small businesses.

This International Standard does not prescribe
the substantive content of customer
satisfaction codes of conduct, nor does it
address other types of codes of conduct, such
as those that relate to the interaction between
an organization and its personnel, or between an
organization and its suppliers.

This International Standard is not intended for
certification or for contractual purposes, and it is
not intended to change any rights or obligations
provided by applicable statutory and regulatory
requirements.

NOTE 3 While this International Standard is not
intended for contractual purposes, customer
satisfaction codes of conduct promises can be
included in an organization’s contracts.

NOTE 4 This International Standard is aimed at
customer satisfaction codes of conduct
concerning individual customers purchasing or
using goods, property or services for personal or
household purposes, although it is applicable to
all customer satisfaction codes of conduct.
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