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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 ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.

The procedures used to develop this document and those intended for its further maintenance are
described in the ISO/IEC Directives, Part 1. In particular the different approval criteria needed for the
different types of ISO documents should be noted. This document was drafted in accordance with the
editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

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. Details of
any patent rights identified during the development of the document will be in the Introduction and/or
on the ISO list of patent declarations received (see www.iso.org/patents).

Any trade name used in this document is information given for the convenience of users and does not
constitute an endorsement.

For an explanation on the meaning of SO specific terms and expressions related to conformity assessment,
as well as information about ISO’s adherence to the World Trade Organization (WTO) principles in the
Technical Barriers to Trade (TBT) see the following URL: www.iso.org/iso/foreword.html.

The committee responsible for this document is ISO/TC 176, Quality management and quality assurance,
Subcommittee SC 3, Supporting technologies.

This second edition cancels and replaces the second edition (ISO 10004:2012). This edition has sought
to improve the alignment of ISO 10004 with ISO 9001:2015.

© IS0 2017 - All rights reserved v
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Introduction

0.1 General

One of the key elements of organizational success is the customer’s satisfaction with the organization
and its products and services. 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, services, 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.

The satisfaction of persons or organizations that could or do receive a product or a service from a public
or a private organization is the focus of this International Standard.

0.2 Relationship with ISO 9001

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

a) 1SO9001: 2015, 4.3, on the scope of the quality management system
b) IS0 9001: 2015, 5.1.2, on customer focus

c) 1S09001: 2015, 6.2.1, on quality objectives

d) 1SO09001:2015, 8.2.1 c), on customer communication

e) 1S09001:2015, 9.1.2, on customer satisfaction

f) 1S09001:2015, 9.1.3, on analysis and evaluation

g) IS0 9001: 2015, 9.3.2 ¢), on management review inputs

h) 1SO9001: 2015, 10.1 on improvement

This International Standard can be used independently of ISO 9001.

0.3 Relationship with ISO 9004

This International Standard is compatible with ISO 9004, and supports its objectives through the
effective and efficient application of customer satisfaction monitoring and measuring processes.
ISO 9004 provides guidance on managing for the sustained success of an organization. The use of this
International Standard (ISO 10004) can enhance performance in the area of monitoring and measuring
of customer satisfaction to facilitate the achievement of sustained success. It can also facilitate the
continual improvement of the quality of products, services and processes based on feedback from
customers and other relevant interested parties.

This International Standard can also be used independently of ISO 9004.
0.4 Relationship with ISO 10001, ISO 10002 and ISO 10003

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

[SO 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, 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.

[SO 10002 contains guidance on the internal handling of product- and service-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,
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- and service-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,
8.3). 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.

© 1S0 2017 - All rights reserved vii



0SIST ISO/DIS 10004:2017

iTeh STANDARD PREVIEW
(standards.iteh.ai)

SIST ISO 10004:2018
https://standards.iteh.ai/catalog/standards/sist/d29ec611-8b1a-48a8-ac96-
1£856dcd5455/sist-iso-10004-2018




DRAFT INTERNATIONAL STANDARD ISO/DIS 10004:2017(E)

Quality management — Customer satisfaction —
Guidelines for monitoring and measuring

1 Scope

This International Standard provides guidance in defining and implementing processes to monitor and
measure customer satisfaction.

This International Standard is intended for use by any organization regardless of its type or size, or the
products and services it provides. The focus of this International Standard is on customers external to
the organization.

NOTE1 Throughout this International Standard, the terms “product” and “service” refer to the outputs of an
organization that are intended for, or required by, a customer.

2 Normative references

The following documents, in whole or in part, are normatively referenced in this document and are
indispensable for its application. For dated references, only the edition cited applies. For undated
references, the latest edition of the referenced document (including any amendments) applies.

[SO 9000, Quality management systems — Fundamentals and vocabulary

3 Terms and definitions

31

customer

person or organization (3.7) that could or does receive a product or a service that is intended for or
required by this person or organization

EXAMPLE Consumer, client, end-user, retailer, receiver of product or service from an internal process,
beneficiary and purchaser.

Note 1 to entry: A customer can be internal or external to the organization.
[SOURCE: ISO 9000:2015, 3.2.4]

3.2
customer satisfaction
customer’s (3.1) perception of the degree to which the customer’s expectations have been fulfilled

Note 1 to entry: Note 1 to entry: It can be that the customer’s expectation is not known to the organization, or
even to the customer in question, until the product or service is delivered. It can be necessary for achieving high
customer satisfaction to fulfil an expectation of a customer even if it is neither stated nor generally implied or
obligatory.

Note 2 to entry: Complaints are a common indicator of low customer satisfaction but their absence does not
necessarily imply high customer satisfaction.

Note 3 to entry: Note 3 to entry: Even when customer requirements have been agreed with the customer and
fulfilled, this does not necessarily ensure high customer satisfaction.

[SOURCE: ISO 9000:2015, 3.9.2]

© IS0 2017 - All rights reserved 1
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3.3

complaint

<customer satisfaction> expression of dissatisfaction made to an organization (3.7), related to its
product or service, or the complaints-handling process itself, where a response or resolution is explicitly
or implicitly expected

[SOURCE: ISO 9000:2015, 3.9.3]

Note 1 to entry: Complaints can be made in relation to other processes where the organization interacts with the
customer.

Note 2 to entry: Complaints can be made directly or indirectly to the organization.

34

customer service

interaction of the organization (3.7) with the customer (3.1) throughout the life cycle of a product or
a service

[SOURCE: ISO 9000:2015, 3.9.4]

3.5

feedback

<customer satisfaction> opinions, comments and expressions of interest in a product, a service or a
complaints-handling process

[SOURCE: IS0 9000:2015, 3.9.1]

Note 1 to entry: Feedback can be given in relation to other processes where the organization interacts with the
customer.

3.6

interested party

stakeholder

person or organization (3.7) that can affect, be affected by, or perceive itself to be affected by a decision
or activity

EXAMPLE Customers, owners, people in an organization, providers, bankers, regulators, unions, partners or
society that can include competitors or opposing pressure groups.

[SOURCE: ISO 9000:2015, 3.2.3, modified — Note 1 to entry has been deleted]

3.7

organization

person or group of people that has its own functions with responsibilities, authorities and relationships
to achieve its objectives

Note 1 to entry: The concept of organization includes, but is not limited to, sole-trader, company, corporation,

firm, enterprise, authority, partnership, association, charity or institution, or part or combination thereof,
whether incorporated or not, public or private.

[SOURCE: ISO 9000:2015, 3.2.1, modified — Note 2 to entry has been deleted]

4 Concepts and guiding principles

4.1 General

The concept of customer satisfaction outlined in 4.2, and the guiding principles set out in 4.3, provide
the basis for effective and efficient processes for monitoring and measuring customer satisfaction.

2 © IS0 2017 - All rights reserved
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4.2 Concept of customer satisfaction

Customer satisfaction is determined by the gap between the customer’s expectations and the
customer’s perception of the product or service as delivered by the organization, and of aspects related
to the organization itself.

To achieve customer satisfaction, the organization should first understand the customer’s expectations.
These expectations might be explicit or implicit, or not fully articulated.

Customer expectations, as understood by the organization, form the primary basis of products and
services that are subsequently planned and delivered.

The extent to which the delivered product or service and other organizational aspects are perceived by
the customer to meet or exceed expectations determines the degree of customer satisfaction.

It is important to make a distinction between the organization’s view of the quality of the delivered
product or service and the customer’s perception of the delivered product or service and of other
organizational aspects, because it is the latter that governs the customer’s satisfaction. The relationship
between the organization’s and the customer’s views on quality is further described by the conceptual
model of customer satisfaction, as presented in Annex A.

Since customer satisfaction is subject to change, organizations should establish processes to monitor
and measure customer satisfaction on a regular basis.

4.3 Guiding principles

4.3.1 Commitment

The organization should be actively committed to defining and implementing processes to monitor and
measure customer satisfaction.

4.3.2 Capacity

Sufficient resources should be made available and committed to monitor and measure customer
satisfaction, and managed effectively and efficiently.

4.3.3 Transparency

The organization should ensure that adequate customer satisfaction information is communicated to
customers, personnel and other relevant interested parties, as appropriate.

4.3.4 Accessibility

Customer satisfaction information should be easy to find and use.

4.3.5 Responsiveness

The organization should address the needs and expectations of customers in its use of customer
satisfaction information.

4.3.6 Information integrity

An organization should ensure that customer satisfaction information is accurate and not misleading,
and that data collected are relevant, correct, complete, meaningful and useful.

4.3.7 Accountability

The organization should establish and maintain accountability for, and reporting on, the decisions and
actions taken with respect to monitoring and measuring customer satisfaction.
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