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NATIONAL FOREWORD

Kéesolev Eesti standard EVS-ISO 10003:2009 “Kvali-
teedijuhtimine. Kliendi rahulolu. Juhised ettevétte-
véliste vaidluste lahendamiseks” sisaldab rahvus-
vahelise standardi 1SO 10003:2007 “Quality mana-
gement -— Customer satisfaction — Guidelines for
dispute resolution external to organizations” identset
ingliskeelset teksti.

Ettepaneku rahvusvahelise standardi Umbertriiki-
meetodil Ulevltuks esitas EVS/TK 33 "Juhtimis-
susteemid”, standardi avaldamise korraldas Eesti
Standardikeskus.

Standard EVS-1SO 10003:2009 on kinnitatud Eesti
Standardikeskuse 14.01.2009 kaskkirjaga nr5 ja
jbustub sellekohase teate avaldamisel EVS Teataja
2009. aasta veebruarikuu numbris.

Standard on kattesaadav Eesti Standardikeskusest.

This Estonian Standard EVS-ISO 10003:2009 con-
sists of the identical English text of the International
Standard 1SO 10003:2007 “Quality management —
Customer satisfaction — Guidelines for dispute
resolution external to organizations”.

Proposal to adopt the International Standard by reprint
method was presented by EVS/TK 33 "Management
Systems", Estonian standard is published by the
Estonian Centre for Standardisation.

This standard is ratified with the order of Estonian
Centre for Standardisation dated 14.01.2009 No. 5
and is endorsed with the naotification published in the
February 2009 edition of official bulletin of the
Estonian national standardisation organisation.

The standard is available from Estonian Centre for
Standardisation.

Kasitlusala

Kéesolev rahvusvaheline standard annab ettevdttele
juhiseid, kuidas planeerida, kujundada, arendada,
t6os hoida, sailitada ja taiustada toimivat ja tdhusat
vaidluste lahendamise protsessi kaebuste korral, mis
on jaanud ettevltte poolt lahendamata. Kaesolev
rahvusvaheline standard on rakendatav:

— kaebustele, mis on seotud ettevdtte klientidele
moeldud vdi klientide poolt ndutud toodetega;
kaebustega tegelemise protsessidele v6i vaidluste
lahendamise protsessidele;

MARKUS 1 Kéesolevas rahvusvahelises standardis hdlmab
termin “toode” teenuseid, tarkvara, riistvara ja valmistooteid.

— siseriiklikust voi valismaisest aritegevusest, kaasaarvatud
elektroonilisest kaubandusest tulenevate vaidluste
lahendamine.

K&esolev rahvusvaheline standard on mdeldud ettevotetele
kasutamiseks, sdltumata nende liigist, suurusest voi
pakutavast kaubast, ning kasitleb: juhiseid m&aramiseks,
kuidas ja millal saab ettevbte osaleda vaidluste
lahendamises, juhiseid varustajate valimiseks ja nende
teenuste  kasutamiseks, juhtkonna  kaasamist ja
pihendumust vaidluste lahendamisele ning vajalike
ressursside paigutamist ettevottesse, Oiglase, sobiliku,
labipaistva ja kéttesaadava vaidluste lahendamise
pbhialuseid, juhiseid ettevdtte vaidluste lahendamises
osalemise korraldamiseks ning vaidluste lahendamise
protsessi jalgimiseks, hindamiseks ja taiustamiseks.

MARKUS 2 Kéaesolev rahvusvaheline standard on mdeldud
eelkdige vaidluste lahendamiseks ettevétte ja eraisikute, kes
ostavad vOi kasutavad tooteid isiklikuks v&i koduseks
tarbeks, vdi ettevétte ja vaikeettevdtete vahel.

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 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.




See rahvusvaheline standard ei ole mdeldud sertifitseeri-
mise vOi lepingulistel eesmarkidel kasutamiseks. See ei ole
rakendatav teist liiki vaidluste lahendamiseks, nagu naiteks
toolevbtmise vaidlused. See ei plila muuta olemasolevate
seaduslike ja reguleerivate nfuetega tagatud digusi ja
kohustusi.

Kaesolev rahvusvaheline standard ei sobi kaebuste

kasitlemiseks ettevdtte sees.

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.

ICS 03.120.10 Kvaliteedijuhtimine ja -tagamine

Vétmesdnad: kvaliteedijuhtimine

Standardite reprodutseerimis- ja levitamisdigus kuulub Eesti Standardikeskusele

Andmete paljundamine, taastekitamine, kopeerimine, salvestamine elektroonilisse stisteemi vdi edastamine likskdik millises vormis vGi
millisel teel on keelatud ilma Eesti Standardikeskuse poolt antud kirjaliku loata.

Kui Teil on kusimusi standardite autorikaitse kohta, palun vdtke Gihendust Eesti Standardikeskusega:
Aru 10 Tallinn 10317 Eesti; www.evs.ee; Telefon: 605 5050; E-post: info@evs.ee
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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.

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

© 1SO 2007 — All rights reserved \"
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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
a) design a dispute-resolution process and decide when to offer dispute resolution to complainants, and

b) 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:

— 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;

Vi © IS0 2007 — Al rights reserved
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— 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 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 dispute-resolution process. This International
Standard can also be used independently of ISO 9001 and ISO 9004.

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 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

This International Standard is compatible with ISO 10001 and ISO 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 dispute-resolution
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, 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.
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