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Predmluva

ISO (Mezindrodni organizace pro normalizaci) je celo-
svétovou federaci narodnich normaliza¢nich organd (¢lend
ISO). Mezindrodni normy obvykle pripravuji technické
komise I1SO. Kazdy ¢len ISO, ktery se zajima o predmét, pro
ktery byla vytvorena technickd komise, ma pravo byt

v této technické komisi zastoupen. Prace se zUcastiuji
také vladni i nevladni mezindrodni organizace, s nimiz ISO
navdazala pracovni styk. ISO Uzce spolupracuje

s Mezinarodni elektrotechnickou komisi (IEC) ve vSech
zélezitostech normalizace v ele-

ktrotechnice.

Mezinarodni normy jsou navrhovany podle pravidel
uvedenych ve Smérnici ISO/IEC, Cast 2.
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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 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 IS0, 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.



Hlavnim tkolem technickych komisi je pfipravit mezi-
narodni normy. Navrhy mezinarodnich norem pfijaté
technickymi komisemi se rozesilaji ¢lenlim ISO k hlasovani.
Vydani mezindrodni normy vyzaduje souhlas alespon 75

% hlasujicich ¢lend.

Vénujte pozornost moznosti, ze nékteré soucasti tohoto
dokumentu mohou podléhat patentovému pravu. ISO nenfi
odpovédna za identifikovani kteréhokoli ani vSech
takovych patentovych prav.

ISO 10003 byla pfipravena technickou komisi ISO/TC 176,
Management kvality a prokazovani kvality, subkomisi SC 3,
Podplirné technologie.

Uvod
0.1 Obecné

Tato mezindrodni norma poskytuje organizacim navod pro
pladnovani, navrhovani, vytvareni, fungovani, udrzovani

a zlepSovani efektivniho a G¢inného externiho feseni sporl
ohledné stiznosti, které se tykaji produktu. Reeni spor
dava prostor pro odskodnéni v pfipadé, Ze organizace
nerealizovala ndpravné prostredky ke stiznosti interné.
Vétsina stiznosti mdze byt Uspésné vyrizena uvnitt
organizace bez nutnosti dalSich ¢asové naroc¢nych

a nepratelskych postup.

POZNAMKA 1 Organizace jsou podnécovany k vytvareni
efektivniho a uc¢inného procesu interniho vyfizovani
stiznosti v souladu s 1ISO 10002.

Existuji rlzné metody reseni sporl a rlizné terminy
pouzivané k jejich popisu. Tyto metody jsou pomocné,
poradni nebo rozhod¢i (viz ptiloha A). Kazdd metoda mize
byt pouzita samostatné, nebo mohou byt pouzity
postupné.

Tato mezinarodni norma mdze byt pouzita

1. k ndvrhu procesu feseni sporl a rozhodnuti, kdy nabidnout
fedeni spord stéZovatellim a

3. k vybéru poskytovatele feseni sporti (dale oznacova-

ného jako ,poskytovatel”, viz 3.9), ktery je schopen spinit
specifické potreby a olekadvani organizace.

POZNAMKA 2 Poskytovatelé ze soukromého i vefejného
sektoru mohou mit ve svété rliznou podobu, véetné
asociaci specifického préimyslového odvétvi, ombudsmand
a asociaci sdruzujicich vice odvétvi.

| kdyZ je tato mezinarodni norma zamérena na organizace,
poskytovatelé mohou také tézit ze znalosti toho, jaky
navod je poskytovan organizacim. Poskytovatelé mohou
také pouZzit tento navod v jejich procesu reseni spor(.

Organizace jsou podnécovany k planovani, navrhovani,
vytvareni, pouzivani, udrzovani a zlepSovani procesu
feseni sporll spole¢né s pravidly chovani pro zvyseni
spokojenosti zdkaznika a s procesem interniho vyfizovani
stiznosti a k jejich integraci se systémem managementu
kvality a dalsimi systémy managementu organizace.

Tato mezindrodni norma mdze pomoci jednotlivelm
a organizacim pfi hodnocenfi efektivnosti, uc¢innosti
a spravedlivosti procesu reseni sporll organizace.
Zavedeni této mezinarodni normy mdze:

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 10003 was prepared by Technical Committee ISO/TC
176, Quality management and quality assurance,
Subcommittee SC 3, Supporting technologies.

Introduction
0.1 General

This International Standard provides guidance for
organizations to plan, design, develop, operate, maintain
and improve effective and efficient external dispute
resolution for product-related complaints. Dispute
resolution gives an avenue of redress when organizations
do not remedy a complaint internally. Most complaints can
be resolved successfully within the organization, without
the need for further time-consuming and more adversarial
procedures.

NOTE 1 Organizations are encouraged to develop an
effective and efficient internal complaints-handling process
consistent with ISO 10002.

There are different methods for resolving disputes and
different terms used to describe them. These methods are
facilitative, advisory or determinative (see Annex A). Each
method can be used by itself or the methods can be used
in sequence.

This International Standard can be used to

1. design a dispute-resolution process and decide when to offer
dispute resolution to complainants, and

3. select a dispute-resolution provider (hereinafter referred to as
“provider”; see 3.9) that is able to meet an organization,s
specific needs and expectations.

NOTE 2 Providers from the public and private sectors can
take various forms around the world, including industry
sector specific associations, ombudsmen and multi-sector
associations.

While this International Standard is directed towards
organizations, providers can also benefit from knowing
what guidance is being given to organizations. Providers
can also use the guidance in their dispute-resolution
process.

Organizations are encouraged to plan, design, develop,
operate, maintain and improve a dispute-resolution
process in conjunction with a customer satisfaction code of
conduct and internal complaints-handling process, and to
integrate them with the organization,s quality or other
management systems.

This International Standard can assist individuals and
organizations in evaluating the effectiveness, efficiency
and fairness of an organization,s dispute-resolution
process. Implementation of this International Standard
can:



* poskytnout flexibilni feseni spord, které mlze byt ve srovnani
s procesy u soudu méné nakladné, jednodussi a rychlejsi,
zejména jedna-li se o spor presahujici hranice statd;

pomoci zvysit spokojenost a loajalitu zakaznika;

poskytnout méritko, podle kterého mohou jednotlivci
a organizace hodnotit tvrzeni organizaci a poskytovatell, ze
funguji efektivnim, G¢innym a ¢estnym zplsobem;

pomoci informovat potencidlni uZivatele feseni spor(

0 podminkach pristupu, nakladech a pravnich désled-

cich;

zlepsit schopnost organizace identifikovat a eliminovat priciny
spor(;

zlepsit zplsob, jakym organizace vyfizuje stiznosti a spory;

poskytnout dodatecné informace, které prispivaji ke zlepseni
procest a produktl organizace;

zlepsit reputaci organizace a zamezit jejimu poskozent;
zlepSit konkurencni schopnost doma i v zahranici;

poskytnout divéru ve spravedlivé a konzistentni feSeni spori na
celém globalnim trhu.

Je nutné poznamenat, Ze externi feseni spord mdze byt
predmétem pozadavk{ zakon( a predpisd.

POZNAMKA 3 Terminologie pouZivana v oblasti Feseni
spord neni v rliznych ¢astech svéta vzdy stejna. Pfiloha A
poskytuje slovnik nékterych ekvivalentnich pojma.

0.2 Vztah k 1SO 9001 a ISO 9004

Tato mezindrodni norma je kompatibilni s ISO 9001

a IS0 9004 a podporuje cile téchto dvou norem pros-
trednictvim efektivniho a Gc¢inného uplatiovani procesu
feSeni sporl. Tato mezinarodni norma mdZze byt pouZita
i nezavisle na 1SO 9001 a ISO 9004.

ISO 9001 specifikuje pozadavky na systém manage-
mentu kvality, ktery mlze byt pouzit jak pro interni Gcely
organizacemi, tak i pro ucely certifikace nebo pro Ucely
uzavirani smluv. Proces reseni spor(, popsany v této
mezinarodni normé (1ISO 10003), se m{ze pouZit jako
prvek systému managementu kvality. Tato mezinrodni
norma (ISO 10003) neni uréena pro UcCely certifikace, ani
pro Ucely uzavirani smluv.

ISO 9004 poskytuje navod pro neustalé zlepSovani
vykonnosti vztahujici se k systémlm managementu
kvality. Pouzivani této mezinarodni normy (ISO 10003)
mUze déle zlepsit pInéni Gkol( a vykonnost v oblasti feseni
spord a mlze zlepsit spokojenost zakaznikd a dalsich
zainteresovanych stran. Rovnéz mdze usnadnit neustalé
zlepSovani kvality produktl na zakladé vyuZiti zpétné
vazby od zdkaznikd a dalich zainteresovanych stran.

POZNAMKA Kromé z&kaznik&l mohou dal3{ zainteresované
strany zahrnovat dodavatele, primyslové asociace a jejich
¢leny, spotrebitelské organizace, relevantni viadni
agentury, zaméstnance, majitele a dalsi, ktefi jsou
ovliviiovani procesem reseni spord.

0.3 Vztah k 1SO 10001 a ISO 10002

* provide flexible dispute resolution that, in comparison with
court-based processes, can be less expensive, easier and
quicker, especially in disputes across borders;

* help to enhance customer satisfaction and loyalty;

* provide a benchmark against which individuals and
organizations can evaluate claims by organizations and
providers that they operate in an effective, efficient and fair
manner;

* help to inform potential users of dispute resolution about the
conditions of access, cost and the legal consequences;

* enhance the ability of an organization to identify and eliminate
causes of disputes;

* improve the way complaints and disputes are handled in the
organization;

* provide additional information that can contribute to
improvement of the organization,s processes and products;

* improve the organization,s reputation or avoid damage to it;
* improve domestic and international competitiveness;

* provide confidence of fair and consistent treatment of disputes
throughout the global marketplace.

Note that external dispute resolution can be the subject of
statutory and regulatory requirements.

NOTE 3 Terminology used in connection with dispute
resolution is not always the same throughout the world.
Annex A provides a glossary of some of the equivalent
terms.

0.2 Relationship with ISO 9001 and I1SO 9004

This International Standard is compatible with ISO 9001
and I1SO 9004 and supports the objectives of these two
standards through the effective and efficient application of
a dispute-resolution process. This International Standard
can also be used independently of ISO 9001 and ISO 9004.

ISO 9001 specifies requirements for a quality mana-
gement system that can be used for internal application by
organizations, or for certification, or for contractual
purposes. The dispute-resolution process described in this
International Standard (ISO 10003) 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 regarding quality management systems. The
use of this International Standard (ISO 10003) can further
enhance performance in resolving disputes with
complainants and increase the satisfaction of customers,
complainants and other interested parties. It can also
facilitate the continual improvement of the quality of
processes and products based on feedback from
customers, complainants and other interested parties.

NOTE Apart from customers and complainants, other
interested parties can include suppliers, industry
associations and their members, consumer organizations,
relevant government agencies, personnel, owners and
others who are affected by the dispute-resolution process.

0.3 Relationship with ISO 10001 and ISO 10002



Tato mezinarodni norma je kompatibilni s 1ISO 10001

a IS0 10002. Tyto tfi normy mohou byt pouzity bud
nezdavisle, nebo v kombinaci. Jsou-li pouzity spolecnég,

ISO 10001, ISO 10002 a tato mezindrodni norma mohou
byt soucasti Sirsi a integrovaného rdmce pro zlepSovani
spokojenosti zdkaznika pomoci pravidel pro zajistovani
spokojenosti zakaznika, vyrizovani stiznosti a fedeni sporl
(viz prilohu B).

ISO 10001 obsahuje navod k pravidldm zajistovani
spokojenosti zdkaznika organizace. Takova pravidla
mohou, tim Ze stanovuji co mdze zakaznik ocekavat od
organizace a jejich produktd, snizit pravdépodobnost toho,
Ze nastanou problémy a mohou eliminovat pficiny stiznosti
a sporl. V pripadé, Ze dojede ke stiznostem nebo sporlim,
mohou existujici pravidla pomoci strandm pfi porozumeéni
ocekavanim zakaznika a snaham organizace tato
oCekavani splnit.

ISO 10002 obsahuje navod k internimu reseni stiznosti
ohledné produktu. Tato mezinarodni norma (ISO 10003)
m{ze byt pouzita v pripadé, Ze stiznosti nejsou vyrizeny
interné.

0.4 Prohlaseni tykajici se shody

Tato mezinarodni norma je vytvorena vyhradné pro pouziti
jako ndvod. Tam, kde byly zavedeny vSechny pouzitelné
¢asti ndvodu, poskytnutého v této mezi-

narodni normé, mlze byt ucinéno prohlaseni, ze proces
feSeni sporl je zaloZzen na tomto navodu.

Nicméné jakakoli prohlaseni, kterd naznacuji, nebo ktera
se odvoldvaji na shodu s touto mezinarodni normou nejsou
v souladu s touto mezindrodni normou a Cinit takové
prohlaseni je tedy nevhodné.

POZNAMKA Prohlasent, kterd naznacuji, nebo ktera se
odvolavaji na shodu s touto mezinarodni normou jsou tedy
nevhodnd pro pouziti v jakychkoli propagacnich

a komunikacnich materialech, jako jsou tiskové zpravy,
reklamy, marketingové brozury, videa, sdéleni
zaméstnanclm, loga, slogany a prohlaseni do rliznych
médii, od tisténych, televiznich a rozhlasovych pres
internet a multimedidlni aplikace az po oznaceni produktu,
znacky a plakaty.

Management kvality - Spokojenost zakaznika - Smérnice
pro externi fedeni spor( organizace

1 Predmeét

Tato mezindrodni norma poskytuje organizacim navod

k planovani, navrhovani, vytvareni, pouzivani, udrzovani
a zlepsovani efektivniho a i¢inného procesu reseni spord
u stiznosti, které nebyly vyrizeny organizaci. Tuto
mezinarodni normu Ize pouzit pro:

* stiznosti vztahujici se k produktlim organizace, které jsou
uréeny pro zakaznika, nebo zakaznikem poza-

dovény, proces vyfizovani stiznosti, nebo proces feseni spord;
POZNAMKA 1 V rémci této mezinarodni normy zahrnuje
pojem ,produkt” také sluzby, software, hardware

a zpracovavané materialy.

feseni sporl vyplyvajicich z domacich nebo zahra-

ni¢nich podnikatelskych Cinnosti, véetné téch, které vyplyvaji
z elektronického obchodu.

Tato mezindrodni norma je zamyslena pro pouZiti
organizacemi, bez ohledu na jejich typ, velikost a posky-
tovany produkt, a zabyva se

This International Standard is compatible with ISO 10001
and I1SO 10002. These three standards can be used either
independently or in conjunction with each other. When
used together, ISO 10001, ISO 10002 and this International
Standard 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 10001 contains guidance on customer satisfaction
codes of conduct for organizations. Such codes, in setting
out what customers can expect from the organization and
its products, can decrease the likelihood of problems
arising and can eliminate causes of complaints and
disputes. When complaints and disputes do arise, the
existence of codes of conduct can assist the parties in
understanding customer expectations and the
organization,s attempts to meet those expectations.

ISO 10002 contains guidance on the internal handling of
product-related complaints. This International Standard
(ISO 10003) can be used when complaints are not resolved
internally.

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 disputeresolution process
is 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, adverti-

sements, 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 dispute resolution external to organizations

1 Scope

This International Standard provides guidance for an
organization to plan, design, develop, operate, maintain
and improve an effective and efficient dispute-resolution
process for complaints that have not been resolved by the
organization. This International Standard is applicable to:

* complaints relating to the organization,s products intended for,
or required by, customers, the complaints handling process or
dispute-resolution process;

NOTE 1 Throughout this International Standard, the term
“product” encompasses services, software, hardware and
processed materials.

* resolution of disputes arising from domestic or cross-border
business activities, including those arising from electronic
commerce.

This International Standard is intended for use by
organizations regardless of type, size and product
provided, and deals with



navodem pro stanoveni kdy a jak se miZe organizace G¢astnit
feSeni sporu,

navodem pro vybér poskytovatell a uzivani jejich sluzeb,

* zapojenim, angazovanosti a aktivitou vrcholového vedeni pfi
feSeni sporQ a zajisténi pfimérenych zdrojl v rdmci celé
organizace,

zaklady pro spravedlivé, vhodné, transparentni a dostupné
feseni spor(,

navodem pro management Gc¢asti organizace na rfeseni spord a

monitorovanim, hodnocenim a zlepSovanim procesu reseni
spord.

POZNAMKA 2 Tato mezinarodni norma je zaméfena pre-
devsim na reseni spordl mezi organizaci a:

* jednotlivci, ktefi si pofizuji nebo uzivaji produkty uréené
pro osobni uziti nebo uziti v doméacnostech, nebo

malymi podniky.

Tato mezindrodni norma neni uréena pro Ucely certifikace
ani pro Ucely uzavirani smluv. Nevztahuje se na reSeni
ostatnich spord, jako jsou spory se zaméstnanci. Nema
ménit Zadna prava nebo povinnosti vyplyvajici

z aplikovatelnych poZzadavkd zédkond a predpisd.

Tato mezindrodni norma se nevztahuje na vyrizovani
stiznosti uvnitf organizace.

* guidance on determining when and how organizations can
participate in dispute resolution,

* guidance on the selection of providers and use of their
services,

* top management involvement in, and commitment to, dispute
resolution and deployment of adequate resources within the
organization,

* the essentials for fair, suitable, transparent and accessible
dispute resolution,

* guidance on management of an organization,s participation in
dispute resolution, and

* monitoring, evaluating and improving the dispute-resolution
process.

NOTE 2 This International Standard is particularly aimed at
dispute resolution between an organization and

* individuals purchasing or using products for personal or
household purposes, or

¢ small businesses.

This International Standard is not intended for certification
or for contractual purposes. It does not apply to the
resolution of other types of disputes, such as employment
disputes. It is not intended to change any rights or
obligations provided by applicable statutory and regulatory
requirements.

This International Standard does not apply to complaints
handling within an organization.

Konec nahledu - text déle pokracuje v placené verzi CSN.



