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Predmluva

ISO (Mezindrodni organizace pro normalizaci) je
celosvétova federace narodnich normaliza¢nich organt
(¢lend 1SO). Mezinarodni normy obvykle vypracovavaiji
technické komise 1SO. Kazdy &len 1SO, ktery se zajima

o predmét, pro ktery byla vytvorena technickd komise, ma
pravo byt v této technické komisi zastoupen. Prace se
zUcastnuji také vladni i nevladni mezinarodni

organizace, s nimiz I1SO navéazala pracovni styk. ISO Uzce
spolupracuje s Mezinarodni elektrotechnickou komisi (IEC)
ve vSech zdlezitostech normalizace v elektrotechnice.

Navrhy mezindrodnich norem jsou vypracovavany
v souladu s pravidly danymi smérnicemi ISO/IEC, ¢ast 2.

Hlavnim Ukolem technickych komisi je vypracovani
mezinarodnich norem. Navrhy mezindrodnich norem
prijaté technickymi komisemi se rozesilaji ¢lenlim 1SO

k hlasovani. Vydani mezinadrodni normy vyzaduje souhlas
alespon 75 % hlasujicich ¢lenG.

Upozorfiuje se na moznost, Ze nékteré prvky tohoto
dokumentu mohou byt predmétem patentovych prav. ISO
nelze Cinit odpovédnou za identifikaci jakéhokoliv nebo
vSech patentovych prav.

ISO 10004 vypracovala technicka komise ISO/TC 176
Management kvality a prokazovani kvality, subkomise SC
3 Podpdrné technologie.

Toto prvni vydani ISO 10004 zruSuje a nahrazuje ISO/TS
10004:2010, ktera byla technicky revidovana.

Uvod
0.1 Obecné

Jednou z klicovych soucdsti Uspéchu organizace je
spokojenost zékaznika s organizaci a jejimi produkty. Proto
je dllezité spokojenost zakaznika monitorovat a méfit.

Informace ziskané v rdmci monitorovani a méfeni
spokojenosti zdkaznika napomahaji identifikaci pfilezitosti
pro zlepSovani téch strategif, produktl, procest

a charakteristik organizace, kterych si zakaznici ceni,

a slouzi k naplnovani cild organizace. Tato zlepseni mohou
posilit divéru zdkaznika a vést ke komer¢nim a jinym
prinostim.

Tato mezindrodni norma poskytuje navod, ktery ma
organizaci poskytnout pomoc pfi vytvareni efektivnich
procest monitorovani a méreni spokojenosti zakaznika.

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.

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 10004 was prepared by Technical Committee
ISO/TC 176, Quality management and quality assurance,
Subcommittee SC 3, Supporting technologies.

This first edition of ISO 10004 cancels and replaces ISO/TS
10004:2010, which has been technically revised.

Introduction
0.1 General

One of the key elements of organizational success is the
customer,s satisfaction with the organization and its
products. Therefore, it is necessary to monitor and
measure customer satisfaction.

The information obtained from monitoring and measuring
customer satisfaction can help identify opportunities for
improvement of the organization,s strategies, products,
processes and characteristics that are valued by
customers, and serve the organization's objectives. Such
improvements can strengthen customer confidence and
result in commercial and other benefits.

This International Standard provides guidance to the
organization on establishing effective processes for
monitoring and measuring customer satisfaction.



0.2 Vazby na I1SO 9001:2008

Tato mezindrodni norma je kompatibilni s 1SO 9001:2008,
jejiz cile mize podpofit poskytnutim navodu

k monitorovani a méreni spokojenosti zékaznika. Tato
mezinarodni norma m(ize pomoci pfi reSeni specifickych
kapitol 1ISO 9001:2008 tykajici se spokojenosti zakaznika,
zejména ty, které jsou uvedeny nize.

1.1SO 9001:2008, 5.2, zaméreni na zakaznika:
LVrcholové vedeni musi zajistit, aby byly stanovovany
pozadavky zdkaznika a aby byly pinény s cilem zvySovat
jeho spokojenost.”

3.150 9001:2008, 6.1. b), management zdrojd:
»0rganizace musi urovat a poskytovat potrebné zdroje...
pro zlepSovani spokojenosti zakaznika prostrednictvim
plnéni jeho pozadavkd”

4.1S0 9001:2008, 7.2.3 c), komunikace se zdkaznikem:
»Organizace musi stanovit a implementovat efektivni
zplsoby komunikace se zédkazniky ohledné ... c) zpétné
vazby od zdkaznika, vCetné stiznosti zakaznika.”

5.150 9001:2008, 8.2.1 spokojenost zdkaznika:
»Organizace musi, jako jeden ze zplsobl méreni
vykonnosti systému managementu kvality, monitorovat
informace tykajici se vnimani zékaznika ohledné toho, zda
organizace splnila jeho pozadavky. Zplsob ziskavani

a pouzivani téchto informaci musi byt stanoven.”

6. 150 9001:2008, 8.4 analyza dat: ,Aby se prokazala
vhodnost a efektivnost systému managementu kvality
a aby se vyhodnotilo, kde Ize uskutecnovat neustalé
zvySovani efektivnosti systému managementu kvality,
musi organizace urCovat, shromazdovat a analyzovat
vhodna data. Toto musi zahrnovat data ziskdvana jako
vysledek monitorovani a méreni a data z jinych
relevantnich zdroj. Analyza dat musi poskytovat
informace tykajici se: (...) spokojenosti zékaznika (...)".

Tato mezindrodni norma mUize byt pouzivana nezévisle na
ISO 9001:2008.

0.3 Vazby na ISO 9004:2009

Tato mezinarodni norma je také kompatibilni

s 1S0 9004:2009, kterd poskytuje navod k fizeni
organizaci k trvale udrzitelnému Uspéchu. Tato technicka
specifikace podporuje nadvod uvedeny v:

* 1SO 9004:2009, kapitola B.2 o zaméreni na
zdkaznika a

ISO 9004:2009, 8.3.1 a 8.3.2 o urovani potreb, ocekdvani
a spokojenosti zakaznika.

0.4 Vazby na I1SO 10001, ISO 10002 a ISO 10003

Tato mezinarodni norma je kompatibilni s 1ISO 10001, 1ISO
10002 a ISO 10003. Tyto Ctyfi mezinarodni normy mohou
byt vyuzivdny samostatné nebo spole¢né. Pokud jsou
pouzivany spolecné, mohou byt ISO 10001, ISO 10002, ISO
10003 a tato mezinarodni norma soucasti Sirsiho

a integrovaného ramce zvySovani spokojenosti zakaznika
pomoci pravidel chovani, vyfizovani stiznosti, feSeni spord
a monitorovani a méreni spokojenosti zakaznika (viz
ptiloha F).

0.2 Relationship with ISO 9001:2008

This International Standard is compatible with ISO
9001:2008, whose objectives it supports by providing
guidance on monitoring and measuring customer
satisfaction. This International Standard can help address
specific clauses in ISO 9001:2008 related to customer
satisfaction, namely those listed before:

1.1S0 9001:2008, 5.2, on customer focus: “Top
management shall ensure that customer requirements are
determined and are met with the aim of enhancing
customer satisfaction.”

3.1S0 9001:2008, 6.1, b), on resource management: “The
organization shall determine and provide the resources
needed... to enhance customer satisfaction by meeting
customer requirements”

4.1S0 9001:2008, 7.2.3 ¢), on customer communication:
“The organization shall determine and implement effective
arrangements for communicating with customers in
relation to (...) ¢) customer feedback, including customer
complaints.”

5.1S0 9001:2008, 8.2.1, on customer satisfaction: “As one
of the measurements of the performance of the quality
management system, the organization shall monitor
information relating to customer perception as to whether
the organization has met customer requirements. The
methods for obtaining and using this information shall be
determined."

6. 1SO 9001:2008, 8.4, on analysis of data: “The
organization shall determine, collect and analyze
appropriate data to demonstrate the suitability and
effectiveness of the quality management system and to
evaluate where continual improvement of the
effectiveness of the quality management system can be
made. This shall include data generated as a result of
monitoring and measurement and from other relevant
sources. The analysis of data shall provide information
relating to (...) customer

satisfaction (...)".

This International Standard can be used independently of
1SO 9001:2008.

0.3 Relationship with ISO 9004:2009

This International Standard is also compatible with

ISO 9004:2009, which provides guidance on managing for
the sustained success of an organization. This Technical
Specification supplements the following guidance given in:

ISO 9004:2009, Clause B.2, on customer focus, and

ISO 9004:2009, 8.3.1 and 8.3.2, on determining needs,
expectations and satisfaction of customers.

0.4 Relationship with ISO 10001, ISO 10002

and I1SO 10003

This International Standard is compatible with ISO 10001,
ISO 10002 and I1SO 10003. These four International
Standards can be used either independently or in
conjunction with each other. When used together,

ISO 10001, I1SO 10002, ISO 10003 and this International
Standard can be part of a broader and integrated
framework for enhanced customer satisfaction through
codes of conduct, complaints handling, dispute resolution
and monitoring and measurement of customer satisfaction
(see Annex F).



ISO 10001 obsahuje navod k pravidlim chovéni
organizace, kterd se vztahuji ke spokojenosti zdkaznika.
Takova pravidla chovani mohou snizovat pravdépodobnost
vzniku problémd a mohou eliminovat priciny stiznosti

a spord, které mohou snizovat spokojenost zakaznika.

ISO 10001 a tato mezinarodni norma mohou byt pouzivany
spolecné. Smérnice uvedené v této mezinarodni normé
mohou podpofit tvorbu a implementaci pravidel chovani.
Procesy popsané v této mezinarodni normé mohou
naptiklad organizaci pomoci pfi monitorovani a méreni
spokojenosti zdkaznika s témito pravidly chovani (viz ISO
10001:2007, 8.3). Podobné mohou pravidla chovani
organizaci pomoci pri definovani a implementaci procest
monitorovani a méreni spokojenosti zakaznika. Organizace
mUze napriklad vytvorit pravidla chovani tykajici se
dlvérnosti informaci v rémci monitorovani a méreni
spokojenosti zdkaznika.

ISO 10002 obsahuje navod k internimu vyrizovani stiznosti,
které se tykaji produktu. Tento navod mdze podpofrit
zachovani spokojenosti zdkaznika a jeho loajality
prostiednictvim efektivniho a i¢inného feseni stiznosti.

ISO 10002 a tato mezinarodni norma mohou byt pouzivany
spolecné. Smérnice uvedené v této mezindrodni normé
mohou podpofit tvorbu a implementaci procesu vyfizovani
stiznosti. Procesy popsané v této mezinarodni normeé
mohou napfiklad organizaci pomoci pfi monitorovani

a méreni spokojenosti zakaznika s procesem vyfizovani
stiznosti (viz 1SO 10002:2004, 8.3). Podobné mohou byt
informace z procesu vyfizovani stiznosti byt vyuzity

k monitorovani a méreni spokojenosti zékaznika.
Frekvence a druhy stiznosti mohou byt napriklad
neprfimym indikdtorem spokojenosti zdkaznika (viz 7.3.2).

ISO 10003 obsahuje navod k feseni spord tykajicich se
stiznosti na produkt, které nebylo mozné uspokojivé vyfidit
interné. 1ISO 10003 mlze pomoci minimalizovat
nespokojenost zakaznika vyplyvajici z nevyfizenych
stiznosti.

ISO 10003 a tato mezinarodni norma mohou byt pouzivany
spole¢né. Smérnice obsazené v této mezindrodni normé
mohou podporit tvorbu a implementaci procesu reseni
spord. Procesy popsané v této mezinarodni normé mohou
naptiklad organizaci pomoci pfi monitorovani a méreni
spokojenosti zakaznika s procesem feseni sporl (viz 1SO
10003:2007, 8.3.2). Podobné mohou byt informace

z procesu reseni spord vyuzity k monitorovani a méreni
spokojenosti zékaznika. Frekvence a podstata spor(
mohou byt napriklad nepfimym indikatorem spokojenosti
zdkaznika (viz 7.3.2). Pokud jsou ISO 10001, ISO 10002

a I1SO 10003 pouzivany soucasné, poskytuji navod, ktery
mUZe pomoci minimalizovat nespokojenost zakaznika

a naopak jeho spokojenost zvySovat. Tato mezinarodni
norma doplriuje I1SO 10001, ISO 10002 a ISO 10003
poskytnutim navodu k monitorovani a méreni spokojenosti
zdkaznika. Ziskané informace mohou organizaci
nasmérovat k provedeni opatfeni, ktera mohou pomoci
udrzet nebo zlepsit spokojenost zakaznika.

1 Predmét normy

ISO 10001 contains guidance on codes of conduct for
organizations related to customer satisfaction. Such codes
of conduct can decrease the probability of problems
arising and can eliminate causes of complaints and
disputes which can decrease customer satisfaction.

ISO 10001 and this International Standard can be used
together. Guidelines given in this International Standard
can support the establishment and implementation of
codes of conduct. For example, the processes described in
this International Standard can assist the organization to
monitor and measure customer satisfaction with these
codes of conduct (see ISO 10001:2007, 8.3). Likewise, the
codes of conduct can assist the organization in defining
and implementing processes for monitoring and measuring
customer satisfaction. For example, an organization can
establish a code of conduct with respect to the
confidentiality of customer information in monitoring and
measuring customer satisfaction.

ISO 10002 contains guidance on the internal handling of
product-related complaints. This guidance can help to
preserve customer satisfaction and loyalty by resolving
complaints effectively and efficiently.

ISO 10002 and this International Standard can be used
together. Guidelines given in this International Standard
can support the establishment and implementation of

a complaints-handling process. For example, the processes
described in this International Standard can assist the
organization in monitoring and measuring customer
satisfaction with the complaints-handling process (see ISO
10002:2004, 8.3). Likewise, information from a complaints-
handling process can be used in monitoring and measuring
customer satisfaction. For example, the frequency and
type of complaints can be an indirect indicator of customer
satisfaction (see 7.3.2).

ISO 10003 contains guidance on the resolution of disputes
regarding product-related complaints that could not be
satisfactorily resolved internally. ISO 10003 can help to
minimize customer dissatisfaction stemming from
unresolved complaints.

ISO 10003 and this International Standard can be used
together. Guidelines given in this International Standard
can support the establishment and implementation of

a dispute resolution process. For example, the processes
described in this International Standard can assist the
organization in monitoring and measuring customer
satisfaction with the dispute resolution process (see ISO
10003:2007, 8.3.2). Likewise, information from a dispute
resolution process can be used in monitoring and
measuring customer satisfaction. For example, the
frequency and nature of disputes can be an indirect
indicator of customer satisfaction (see 7.3.2). Collectively,
ISO 10001, ISO 10002 and ISO 10003 provide guidance
which can help to minimize customer dissatisfaction and
enhance customer satisfaction. This International Standard
complements ISO 10001, ISO 10002 and ISO 10003 by
providing guidance on the monitoring and measuring of
customer satisfaction. The information gained can guide
the organization to take actions which can help to sustain
or enhance customer satisfaction.

1 Scope



Tato mezinarodni norma obsahuje navod k urovani This International Standard provides guidance in defining

a implementaci procest monitorovani a méreni and implementing processes to monitor and measure
spokojenosti zdkaznika. customer satisfaction.

Tato mezindrodni norma je urcena pro vsechny This International Standard is intended for use by
organizace, bez ohledu na typ, velikost nebo poskytovany organizations regardless of type, size or product provided.
produkt. Tato mezindrodni norma se zaméruje na externi The focus of this International Standard is on customers
zakazniky organizace. external to the organization.

Konec ndahledu - text dale pokraéuje v placené verzi CSN.



