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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

Interpational Standards are drafted in accordance with the rules given in the ISO/IEC Directives, K

The
adop

ational Electrotechnical Commission (IEC) on all matters of electrotechnical standardization

main task of technical committees is to prepare International Standards. Draft\internation
ed by the technical committees are circulated to the member bodies fervoting. Publi

Interpational Standard requires approval by at least 75 % of the member bodiescasting a vote.

Atten
rights

ISO
Subc

tion is drawn to the possibility that some of the elements of this document may be the sub,
. ISO shall not be held responsible for identifying any or all such patent rights.

ely with the
Part 2.
Al Standards

cation as an

ect of patent

0003 was prepared by Technical Committee ISO/TC 176, Quality management and qualify assurance,

pmmittee SC 3, Supporting technologies.
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Introduction

0.1

General

This International Standard provides guidance for organizations to plan, design, develop, operate, maintain
and improve effectlve and eff|C|ent external dlspute resolutlon for product related complalnts Dlspute

resolution gipes

complaints c
and more ad

NOTE 1 (0]
consistent wit

There are di
are facilitativ|
can be used

This Internat
a) design 3

b) select a
organizs

NOTE2 Py
sector specifig

While this In
what guidang
process.

Organization
process in c(
and to integr

This Internat
and fairness
can:

provide
easier a

fferent methods for resolving disputes and different terms used to describe.them. These me

ersarial procedures.

ganizations are encouraged to develop an effective and efficient internal complaints-handling pr
ISO 10002.

e, advisory or determinative (see Annex A). Each method can be used.-by itself or the me
in sequence.

onal Standard can be used to

dispute-resolution process and decide when to offer dispute fesolution to complainants, ang

dispute-resolution provider (hereinafter referred to asprovider”; see 3.9) that is able to m¢
tion’s specific needs and expectations.

pviders from the public and private sectors can take various forms around the world, including ind
associations, ombudsmen and multi-sector assoeciations.

Most
ming

0DCESS

hods
hods

et an

ustry-

fernational Standard is directed towards_organizations, providers can also benefit from kngwing

e is being given to organizations. Previders can also use the guidance in their dispute-reso

5 are encouraged to plan, désign, develop, operate, maintain and improve a dispute-reso
njunction with a customer-satisfaction code of conduct and internal complaints-handling pro
bte them with the orgapization’s quality or other management systems.

onal Standard can‘assist individuals and organizations in evaluating the effectiveness, effic
of an organization’s dispute-resolution process. Implementation of this International Sta

ution

ution
cess,

ency
ndard

lexible dispute resolution that, in comparison with court-based processes, can be less expensive,

nd quicker, especially in disputes across borders;

help to €

nhance customer satisfaction and loyalty;

and providers that they operate in an effective, efficient and fair manner;

consequences,;

improve

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

the way complaints and disputes are handled in the organization;

products;

improve

vi

the organization’s reputation or avoid damage to it;

provide a benchmark against which individuals and organizations can evaluate claims by organizations

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

provide additional information that can contribute to improvement of the organization’s processes and
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NOTE 3
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mprove domestic and international competitiveness;

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

provides a glossary of some of the equivalent terms.

0.2

I1SO ¢
syste
dispy
partie
feedh

NOTH
and
affect]

0.3

This
eithe

Relationship with ISO 9001 and ISO 9004

ational Standard is not intended for certification or for contractual purposes.

D004 provides guidance on continual improvement of performance regarding quality
ms. The use of this International Standard (ISO 10003) can further enhance performance
tes with complainants and increase the satisfaction of custenmiers, complainants and oth
s. It can also facilitate the continual improvement of the quality of processes and produ
ack from customers, complainants and other interested parties.

Apart from customers and complainants, other interested parties can include suppliers, industr
heir members, consumer organizations, relevant goveraoment agencies, personnel, owners and o
bd by the dispute-resolution process.

Relationship with ISO 10001 and ISO 10002

nternational Standard is compatible.with ISO 10001 and ISO 10002. These three standards
- independently or in conjunction with each other. When used together, ISO 10001, ISO 1(

Interpational Standard can be part of a. broader and integrated framework for enhanced customg

throu

ISO
settin
probl
arise
the o

ISO 1

gh codes of conduct, complaints'handling and dispute resolution (see Annex B).

0001 contains guidanee ;on customer satisfaction codes of conduct for organizations. Su
g out what customers;ean expect from the organization and its products, can decrease thg
ems arising and can~eliminate causes of complaints and disputes. When complaints and

ganization’s @ttempts to meet those expectations.

0002 contains guidance on the internal handling of product-related complaints. This

Stanglard, (SO 10003) can be used when complaints are not resolved internally.

0.4

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

Terminology used in connection with dispute resolution is not always the same throughout the world. Annex A

jves of these
International

pplication by
cribed in this
system. This

management
in resolving
er interested
Cts based on

y associations
hers who are

can be used
002 and this
r satisfaction

ch codes, in
likelihood of
disputes do

the existenceoficodes of conduct can assist the parties in understanding customer expgctations and

International

~Statements Tegarding 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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INTERNATIONAL STANDARD ISO 10003:2007(E)

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:

— ¢omplaints relating to the organization’s products intended for, or required by, \customers, th¢ complaints-
fhandling process or dispute-resolution process;

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

— 1esolution of disputes arising from domestic or cross-borderibusiness activities, including those arising
from electronic commerce.

This |nternational 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,

— fop management involvement in, @nd commitment to, dispute resolution and deployment|of adequate
flesources 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

— 1onitoring, evaluating and improving the dispute-resolution process.
NOTH 2  ThisrInternational Standard is particularly aimed at dispute resolution between an organization apd

— iphdividuals purchasing or using products for personal or household purposes, or

(N H
i SHTIAIT VUSITTCOOTO.

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.

© 1SO 2007 — Al rights reserved 1
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2 Normative references

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

ISO 9000:20

3 Terms

05, Quality management systems — Fundamentals and vocabulary

and definitions

For the purpgses of this document, the terms and definitions given in ISO 9000:2005 and the followingad

3.1
association
organizatiorn

3.2
complainan

person, orgdnization (3.8), or their representative, making a complaint (3.3)

NOTE 1 In
considered to

NOTE2 Th
organization.

3.3
complaint
expression 0
process itsel

[ISO 10002:3

NOTE C

3.4
customer
organization

(3.8) consisting of member organizations or persons

this International Standard, customers who refer their complaints to a pfovider in the first instance ar
be “complainants”.

is definition clarifies the definition given in ISO 10002, in thata.representative can represent a person|

f dissatisfaction made to an organization (3:8), related to its products, or the complaints-har
, where a response or resolution is explicitly or implicitly expected

004, 3.2]

mplaints can be made in relation te_the dispute (3.6) resolution process.

(3.8) or person that-receives a product
Consumer, client, end-user, retailer, beneficiary or purchaser.
customer can'be internal or external to the organization.

r the purposes of this International Standard, the term “customer” includes potential customers.

b also

or an

dling

EXAMPLE
NOTE1 A
NOTE2 F(
NOTE 3

A antad fr
dapted-fren

3.5

customer satisfaction
customer’s (3.4) perception of the degree to which the customer’s requirements have been fulfilled

NOTE 1
necessarily im

NOTE 2

ply high customer satisfaction.

ensure high customer satisfaction.

[ISO 9000:2005, 3.1.4]

Customer complaints (3.3) are a common indicator of low customer satisfaction but their absence does not

Even when customer requirements have been agreed with the customer and fulfilled, this does not necessarily

© 1SO 2007 — All rights reserved
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dispute
(dispute resolution) disagreement, arising from a complaint (3.3), submitted to a provider (3.9)

NOTE

Some organizations (3.8) allow their customers (3.4) to express their dissatisfaction to a prov

ider in the first

instance. In this situation, the expression of dissatisfaction becomes a complaint when sent to the organization for a
response, and becomes a dispute if not resolved by the organization without provider intervention. Many organizations
prefer their customers to first express any dissatisfaction to the organization before utilizing dispute resolution external to
the organization.

3.7
disp

ute resolver

indivi

NOTE

3.8
orga

group of people and facilities with an arrangement of responsibilities, authorities.and relationships

EXAN
comb

NOTH
dispu
dispu
Intern
been

descr

NOTH

3.9

prov
(disp
proce

NOTH
the at
within|
situat
NOTH

providg
resou

NOTH
also Qg

dual assigned by a provider (3.9) to assist the parties in resolving a dispute (3.6)

Dispute resolvers can be staff, volunteer or contract individuals.

hization

PLE Company, corporation, firm, enterprise, institution, charity, sole trader, association (3.
nation thereof.

1 This International Standard pertains to different types of organizations, each with very differe
te (3.6) resolution process. They include organizations that have ‘inresolved complaints (3.3), pro
e resolution, and associations (3.1) that provide or sponsor dispute-resolution processes. For convg
ational Standard, the term “organization” used alone means the entity against which an unresolved
made and that is now or can be in the future a party to a.dispute. The terms “provider” and “associatid
be the other types of organizations.

2 Adapted from ISO 9000:2005, 3.3.1.
der
ite resolution) person or organization (3.8) that supplies and operates a dispute (3.

ss, external to the organization

1 In general, a provider is\a/legal entity, separate from the organization and the complainant (3.
tributes of independence_and-fairness are emphasized (see 4.5). In some situations, a separate unif

), or parts or

nt roles in the
viders (3.9) of
nience, in this
complaint has
n” are used to

B) resolution

). In this way,
is established

the organization to handle unresolved complaints (3.3). This International Standard is not int¢gnded for that
on, but it can be useful.

2  The proyider’'contracts with the parties to provide dispute resolution, and is accountable for performance. The
er supplies dispute resolvers. The provider also utilizes support, executive and other staff to syipply financial
Fces, clerical\support, scheduling assistance, training, meeting rooms, supervision and similar functiong.

3 « Providers can take many forms, including not-for-profit, for-profit and public entities. An association (3.1) can
e(a-provider.

4 Guiding principles

41

General

The foundation of effective and efficient dispute resolution is based on adherence to the guiding principles set
outin4.2to4.12.

©1S0
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4.2 Consent to participate

Participation of the complainants in dispute resolution offered by an organization should be voluntary. Consent
to participate should be based on full knowledge and understanding of the process and possible outcomes.
When the customer is an individual purchasing or using products for personal or household purposes, consent

to participate should not be a required condition for receiving them (see Annex C)

NOTE 1 Consent to participate in dispute resolution can be a required condition in business-to-business contracts.
NOTE 2  Consent to participate can be subject to different statutory and regulatory requirements in different parts of the
world.

4.3 Acceisibility

A dispute-reg

4.4 Suitability

The type of g
available to 2

4.5 Fairngss

The organization should engage in dispute resolution with the intent of fairly and honestly resolvin

olution process should be easy to find and use (see Annex D).

ispute-resolution method offered to parties to a dispute (see Annex A) and-the potential rem
complainant should be suitable to the nature of the dispute (see AnnexE).

edies

j the

dispute with [the complainant. The organization should select a provider whose dispute-resolution perspnnel
and dispute| resolvers engaged in dispute resolution are impartial and objective, so that processes,
recommenddtions and determinative decisions are fair to both-parties and are recognized as being made
independently (see Annex F).

4.6 Competence

Organization| personnel, providers and dispute-resolvers should have the personal attributes, skills, trgining
and experierjce necessary to discharge their responsibilities in a satisfactory manner (see Annex G).

4.7 Timeljness

Dispute resojution should be delivered as expeditiously as feasible, given the nature of the dispute and ¢f the
process used (see Annex H).

4.8 Confidentiality

Personally identifiablesinformation should be kept confidential and protected, unless disclosure is requirgd by
law, or consént forddisclosure is obtained from the person concerned. Similarly, trade secrets should bg kept
confidential qend protected, unless disclosure is required by law, or consent for disclosure is obtained from the

party that has-the-trade-secret:

NOTE 1

Personally identifiable information is information that when associated with an individual can be used to

identify him, or her, and is retrievable by the individual's name, address, email address, telephone number or similarly

specific identif

NOTE 2
a dispute, and

NOTE 3
protect the ide

ier. The precise meaning of the term differs around the world.

providing notice of that policy to the parties to the dispute.

ntity of the organization, unless disclosure is required by law.

This principle can be applied through a policy governing the use and disclosure of information obtained during

To encourage the voluntary participation of organizations in dispute resolution, it is sometimes necessary to

© 1SO 2007 — All rights reserved
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Transparency

Sufficient information about the dispute-resolution process, the provider and its performance should be
disclosed to complainants, organizations and the public (see Annex I).

NOTE

opposed to personal information about the complainant and trade secrets of the organization.

4.10 Legality

Transparency refers to information about the dispute-resolution process, the provider and its performance, as

A dispute-resolution process should be operated in accordance with applicable law and the agreement of the

partie

4.1

Suffi

and

412

Incre

5

5.1

The
the

demg

S.

Capacity

ient resources should be made available and committed to dispute resolution"and manag
fficiently.

q

Continual improvement

bsed effectiveness and efficiency of the dispute-resolution process should be a permanent o

Dispute-resolution framework

Commitment

rganization should be committed to an effective’and efficient dispute-resolution process tha
rganization’s dispute-resolution policy (see 5.2). It is particularly important that top
nstrate and promote this commitment; An unambiguous commitment to dispute resoluti

;

pd effectively

bjective.

[ conforms to
management
bn can be a

usefd
and
comr
resol

| supplement to the organization’s.internal complaint handling process, and can allow bqth personnel
complainants to contribute to thé improvement of the organization's processes and ploducts. This
hitment should be reflected in the establishment and dissemination of policy and procedures for the
ition of disputes, and by the provision of adequate resources, including training.

An ofganization should also-be-committed to selecting effective and efficient providers that can dgliver dispute
resolption consistent with.the/organization’s objectives and process design (see Annex J).

NOTH
same

When the grovider is an association, it is advisable that it evaluates its own experience and
way an organization would evaluate potential providers.

Lapacity in the

5.2 | Dispute:resolution policy

5.2.1| CPolicy establishment

Top management should establish a dispute-resolution policy that is clear and unambiguous. That policy
should describe under which circumstances the organization will inform customers about the dispute-
resolution process and offer dispute resolution to complainants (see Annex K). The organization should also
determine whether it will require complainants to use the internal complaints-handling process before initiating
a dispute-resolution process. The policy should be made available to all relevant personnel, complainants,
customers and other interested parties. The policy should be supported by procedures and objectives for each
function and personnel role included in the process.

NOTE The organization can agree to offer dispute resolution in advance of a dispute arising, or on a case-by-case
basis after a dispute has arisen, under criteria set by the organization. An organization can make such a commitment for
all cases or only for certain categories of cases. Advance commitments can be made in different ways, such as the
commitment in warranties or a customer contract (see Annex C), in advertised “pledges”, or agreements with a provider.

© 1SO 2007 — All rights reserved
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In setting the dispute-resolution policy, the organization should consider:
any relevant statutory and regulatory requirements;

financial, operational and organizational needs;

the policy’s estimated impact on customer satisfaction;

the competitive environment;

the input of complainants, customers, personnel and other interested parties;

— quality management processes, customer satisfaction codes of conduct and complainis-handling
processes in the organization;

— alternatiyes for resolving disputes, such as the courts.

5.2.2 Policy review

The policy should be reviewed at regular intervals and updated as necessary.

5.2.3 Policly consistency

The policies [elated to quality, complaints handling and dispute resolution should be consistent.

5.3 Top management responsibilities

Top management should ensure that:

— dispute-fesolution policy is communicated within-the organization and objectives are established at
relevant|functions and levels;

— the disppte-resolution process is planned, designed, developed, operated, maintained and improved in
accordapce with these objectives;

— personngl understand the relationship of the dispute-resolution process to the organization’s ojerall
customdr satisfaction efforts;

— the orgapization determines and allocates the resources needed for an effective, fair, lawful and efficient
dispute-fesolution process, including appropriate training;

— the disgute-resolution process is promoted and communicated to all appropriate personnel in the
organizdtion,; and to customers and complainants (see 4.3, 4.9, and Annexes D and |);

— responsibilibr-and-autherity-for-disputereselution-areclearhy-defined-threughout the-erganization:

notification is given rapidly and effectively of any significant complaints about the dispute-resolution
process, the organization’s representatives in the dispute-resolution process, the provider or any
outcome.

6 Planning, design and development

6.1 General

The organization should plan, design and develop an effective and efficient dispute-resolution process. This
includes the creation of necessary procedures for the dispute-resolution process.

© 1SO 2007 — All rights reserved
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6.2 Objectives

The organization should determine the objectives to be achieved by dispute resolution. These objectives
should be consistent with the dispute-resolution policy (see 5.2), and their fulfilment should be measurable
using suitable performance indicators. These objectives should be reviewed at regular intervals and updated
as necessary.

6.3 Activities

6.3.1 Diagnosis

The ¢rganization should evaluate its current efforts to resolve complaints and disputes, in order|to determine
whether additional resources or changes are needed. Such evaluation can consider:

— the nature and frequency of complaints and disputes;

— how disputes are currently dealt with;

— \ays in which the organization is successful and not successful in dealing with disputes;
— the costs and benefits of success and failure in resolving disputes;

— the costs and benefits of adopting an external dispute-resolution process.

6.3.2| Design

The xrganization should design the dispute-resolutionsprocess based on the analysis of its complaint handling
and dispute-resolution activities, resources and dispute-resolution policy. The dispute-resolution|process can
be linked to, and should be consistent with, other processes of the quality management system of the
organization. The design should take into aceount the best practices of other organizations wjith regard to
dispute resolution, and should involve any\providers that it expects to engage in dispute regolution (see
Annegx L).

Factgrs to be taken into account include:
— the principles described in.Clause 4;

— Ie types of disputes-to be resolved (e.g. which categories of customers and complainafts, or which
roducts);

— possible remedies that will be considered;

— types ofdispute-resolution methods to be offered (facilitative, advisory and/or determinative);

tion, or make

— qualifications of dispute resolvers;
— fees, if any, to be charged to complainants (see Annex D);
— how the parties will participate (e.g. in person, written submission, telephone and/or Internet);

— the criteria against which the dispute will be evaluated (statutory and regulatory requirements, codes of
conduct and/or fairness or equity).

NOTE Associations also design dispute-resolution processes for members and others.
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6.3.3 Testing

An organization should consider testing the design features of the dispute-resolution process with a subset of
complainants before application to the full range of complainants. Testing can be done in a limited geographic
area and/or with more than one provider. The results of any testing should be analysed with a view to making
improvements to the design features, so that the organization’s policy and objectives can best be
accomplished.

6.4 Resources

An organization should acquire and deploy resources such as personnel, information, materials, funding and

infrastructure

participg

evaluats

7 Operaf

7.1 Gene
An organizaf
Where nece
coordination
assessment,
resolution an

7.2 Comp

An organizdtion should apply the procedure for referring unresolved complaints to the providef.

organization
Referrals ca
complaint to
dispute-reso
criteria spec

refer the complaint to the’provider if the complaint meets the criteria. If not, the organization should clos

complaint us
the complain

select am appropriate provider,

contribufe to the proper functioning of the provider,

, S0 that the organization can eftfectively and efficiently

te in the dispute-resolution process, and

the performance of the provider, its resolvers and the dispute-resolution process.

ions
al

ion should apply its procedures for dispute reselution in a fair, efficient and effective mg
ssary, the provider and organization shouldZadjust their operational procedures to e
with respect to dispute initiation, dispute “tracking, dispute acknowledgement, initial di
dispute resolution (including procedures*for gathering relevant evidence), implementation
d follow-up. A flowchart showing the various steps of dispute resolution is provided in Annex

laint referral
can refer complaints that-have been handled and not resolved internally by the organiz
n also be made in situations where complainants inform the organization that they want

ution policy allows”such referrals. The organization should evaluate the complaint agains
fied by the ofganization in its agreement with the provider or in a customer contract. It s

ng apprepriate closing procedures. The organization should also ensure that it keeps track
s it refers to the provider, so that all of the complaints are addressed.

7.3 Recei

nner.
nsure
Spute
bf the
M.

An
btion.
their

be handled initially-by the provider rather than by the organization, and the organization’s

t the
hould
e the
of all

When dispute resolution has been initiated, the organization should inform the appropriate personnel. In
addition to the individuals responsible for dispute resolution, others who can be informed include those with
specific responsibilities for quality assurance, complaints handling, customer service and legal matters.
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Formulation of the organization’s response

Evaluation of dispute

The organization should take the necessary steps to evaluate the dispute. These can include:

obtaining records of the transaction or process that gave rise to the dispute, including sales records or

advertising copy (as appropriate), inspection or repair records, any resulting complaints-handling records,
and information regarding other complaints (if any) filed by the complainant;

consulting with technical, legal, sales, marketing, complaints-handling and other personnel working on

thehalf of the organization, as appropriate to the dispute.

NOTH
forma
forma

7.4.2
After
matte

Cons
provi

NOTE

remedies that the organization does not believe are required by law, codes of conduct or other bases. Th

flesolve the matter as requested by the complainant,
provide some but not all of the remedies requested, or

provide none of the remedies requested.

It is advisable that an organization keeps transaction, complaint and related records)in’ eag
t.
Development of initial position

collecting relevant records and needed input, the organization should-develop its initial p
r with respect to its potential liability and the remedies, if any, it is(willing to provide to the

Her, or directly to the complainant (with a copy to the provider),"The initial position can be to

In dispute resolution, it is not unusual“for an organization to decide to offer a complainan

ily convertible

ts, so that the records can be handed over to the provider, dispute resolver and/or othen.paftty in @an appropriate

Dsition in the
complainant.

istent with the dispute-resolution procedures, the organization®should communicate its pgsition to the

one or more
e organization

can do this as a goodwill gesture, as partofra customer satisfaction policy, or in recognition of the possibility that the
dispufe resolver, an association administering’a code of conduct or a court can view the situation differently.

7.5 | Resolution of dispute

7.5.1| Facilitative method

In the facilitative .method (see Annex A), after the organization communicates its initial position, the

organization should be prepared to receive an offer or counter-offer to settle the matter. The org

recei

organization-receives a proposal for settlement, it should inform appropriate personnel of the g
on (see 7.3). The organization can conduct additional evaluation and obtain additional in

posit

Ve such offers either directly from the complainant or through the efforts of the dispute re

hnization can
solver. If the
omplainant’s
but (see 7.4)

e proposed
nt and/or the

dispute resolver in a manner that is consistent with the provider’s procedures. If accepted, the organization
should refer the matter to appropriate personnel, such as a legal advisor and those involved with carrying out
the resolution (see 7.6).

If a resolution is not agreed upon at this stage, the organization should determine what further dispute-

resolution methods, if any, are appropriate and applicable to the dispute, and inform the provider of its
understanding in this respect.

© 1SO 2007 — All rights reserved


https://standardsiso.com/api/?name=1cd94fa4bccebc13d19ee19039d08890

ISO 10003:2007(E)

7.5.2 Advisory and determinative methods

If an advisory or determinative method (see Annex A) is to be used, the organization should schedule and

prepare for its participation in the process in an effective and efficient manner. Examples of steps it s
take include:

— assigning a case administrator;

hould

— determining the preferred manner of participation consistent with the dispute-resolution procedures (e.g.

in person, by telephone, by written material);

— conducting further investigation, if heeded;

— compiling and organizing the evidence;

— identifying potential withesses and documentary evidence;

— identifying a range of resolutions to the dispute that are acceptable to the organization;
— determinjing who has settlement authority in the matter;

— developing an oral and/or written presentation, as appropriate;

— assessirg the potential for reaching a settlement before the process.concludes;

— participdting in the process.

7.5.3 Settlement

If the procesp results in a settlement, the organization Should refer the matter to appropriate personnel,
as a legal adyisor and those involved with carrying out the resolution (see 7.6).

7.5.4 Acceptance of recommendation

If the proceps concludes with a recammendation (see Annex A), the organization should give s
consideration to the recommendation{and determine whether to accept it. The organization’s acceptan
rejection shquld be communicated(to) the provider and complainant in accordance with the dispute-reso
procedures gdnd relevant codes of€onduct. If accepted by the organization and complainant, the matter s
be referred for implementation”(see 7.6). If rejected, the organization should communicate its reasor
rejection to the provider and‘complainant.

7.5.5 Reviéw of determinative decision

such

rious
ce or
ution
hould
s for

If the procegs concludes with a determinative decision, the organization should decide whether to s

ek a

review of thg decision if such a review is available under the dispute-resolution procedures or applicablg law.

The purpose of this review is to evaluate whether the relevant dispute-resolution principles (see Clause 4) and

procedures were followed correctly. If there is no review available, or if the organization decides not to

seek

such a review, the decision should be referred to appropriate personnel within the organization to ensure that

the resolution is carried out (see 7.6).
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7.6 Implementation of resolution

After the dispute is resolved, the organization should take whatever steps are necessary to carry out the
resolution in a manner that is consistent with the settlement, recommendation or determinative decision.
These steps should include:

— determining if any specific actions are required for implementation of the resolution by the organization
(e.g. the payment of a refund or other amount, repair of the product, or taking other specific action that
has been ordered or agreed upon);

NOTE 1 There can be specific actions the complainant needs to take for the settlement, recommendation or
geterminative—decision—to—be— e-g—returning—the—product-as—a—conditior—of—a—refand—r bringing the

product to a repair facility designated by the oréénization).
— assigning responsibilities for such actions to appropriate personnel within and outside the|organization
.g. customer relations, financial officer, distributors, franchisees, sales and-manufgcturing) and
informing this personnel of applicable deadlines or expected implementation time'frames, as [appropriate;

— ¢oordinating the implementation of the resolution among responsible personnel, the coniplainant and
others, and monitoring the progress of implementation of the resolution by each;

— ¢onfirming necessary actions have been completed;

— notifying the provider when implementation of the resolution“*has been completed or, if implgmentation is
delayed, with reasons for such delay;

— determining the complainant’s satisfaction with implementation of the resolution and closing [the dispute if
:re complainant is satisfied, and determining whaty if‘any, additional action is needed if the cpmplainant is
ot satisfied with implementation of the resolution.

INOTE 2  Additional action can include furthef.steps to ensure implementation of the resolution, or a resumption of
the dispute-resolution process.

7.7 | Closing the file

the resolution of the dispute“has been satisfactorily implemented, or if the process concludes without
s, the organization may'close its file on the dispute and inform appropriate personnel withip and outside
rganization. Records(of ‘the dispute should be maintained consistent with the organizgtion’s record
retenfion policy and applicable legal requirements.

8 aintenance and improvement
8.1 | Manitoring
The isputes. The

organization can maintain its own dispute-resolution data or use data obtained from the provider.

8.2 Analysis and evaluation

The organization should regularly analyse the dispute-resolution information that it collects or obtains to
identify systemic and unique problems and trends in the organization’s products, customer satisfaction efforts,
complaints-handling and dispute-resolution procedures, representation in dispute resolution, and provider
selection.
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8.3 Management review

8.31

General

Top management should regularly review the organization’s dispute-resolution process to

8.3.2

maintain the suitability, adequacy, effectiveness and efficiency of the dispute-resolution process,

deal with instances of serious non-compliance with settlements, recommendations and determinative
decisions made in dispute resolution,

identify gTd-COMreTt defiCieNCTieS T the OrgamTZation'S TEpreSentation M the JSpUte-TeSoMutio Process

assess ¢pportunities for improvement to processes, products and customer satisfaction efforts

Managemen

NOTE

internal
process

external

Input

reviews should consider information related to dispute resolution on

factors, e.g. changes in policy, objectives, organizational structure, available resol
ps and products offered,

factors, e.g. changes in legislation, practices of competitors or\technological innovations,

the overpll performance of the dispute-resolution process,

results gf assessments of the provider's methods,

status of preventive and corrective actions, and

actions ¢lecided at previous reviews.

THe information on the overall performancg ;of the dispute-resolution process could include effectivg

efficiency, cugtomer confidence in the organizatiof, ;customer satisfaction, percentage of complaints resolved,
(including in ¢

8.3.3 Output

mparison to potential court costs), andthe results of the continual evaluation of the provider.

The output from management reyiews should include decisions on such matters as:

improve
process

ments in the effectiveness and efficiency of the dispute-resolution, complaints-handling and
bs, and in products;

competgnce, performance and suitability of the current dispute-resolution provider;

dealing

ith identified organizational needs and deficiencies (e.g. training programmes) related to di

resolutidn.

, and

rces,

ness,
costs

other

Spute

Records of management reviews should be established and maintained.

8.4 Continual improvement

The organization should continually improve the effectiveness and efficiency of the dispute-resolution process.
This can be achieved through preventive and corrective actions and innovative improvements.

The organization should take action to eliminate the causes of existing and potential problems leading to
complaints, in order to prevent recurrence and occurrence, respectively.

12
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The organization should:

— explore, identify and apply best practices in the dispute-resolution process;

— foster a customer-focused approach within the organization;

— encourage innovation in the development of dispute resolution;

— inform those responsible for developing the dispute-resolution process of any problems in the process;

— recognize instances where dispute resolution was provided in an exemplary manner.

NOTH For additional guidance on a generic methodology for continual improvement, organizations can refer to
ISO 9004:2000, Annex B.
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Annex A
(informative)

Guidance on dispute-resolution methods

A.1 General

The termino
world ). The
different me
uses the fun
This annex
terminology

A.2 Facili

A facilitative

same term is sometimes used to describe a particular method in one country, and to desc
od in another country. To avoid terms that are used inconsistently, this InternationakSta

tion-based terms “facilitative”, “advisory” and “determinative” to describe the varigus met

sed around the world to describe those methods.

tative method

method is one in which the parties receive assistance in reaching an‘agreement on the reso

of the disputé. In general, no particular outcome is recommended by the dispute resolver. No determinat

an outcome

The more p3
parties in thq
such as an
personnel of
records any
conciliation ¢
mediation.

The more ad
identify the i
which can bsg
parts of the v

The dispute
or neutral.

s made. Facilitative methods can range from passive to active.

ssive method is one in which assistance from the provider's personnel is limited to helpin
bir communications. Such assistance can involve théuse of a provider’'s software techng
online dispute-resolution platform that is Internet:based. In a passive method, the prov|
technology only transmits the parties’ positionsi'and proposed solutions and incorporate
agreement, which can then be enforceabléas a contract. Such facilitation is often
r assisted negotiation. In some parts of the world, however, the more passive method is

tive method entails the active participation of a dispute resolver intended to assist the part
ssues, to generate options, to _consider alternatives and to endeavour to reach an agree
enforceable as a contract. This'more active facilitative method is often called mediation. In
orld, however, the more active method is called conciliation.

resolver using an active/facilitative method is sometimes called a facilitator, conciliator, me

A.3 Advisory method

An advisory
should be

methdd-is one in which the parties are given suggestions on how factual, legal and other is
esolved, on possible outcomes and how they can be achieved and, in some c

recommenda

tions

t the
ibe a
ndard
hods.

rovides guidance on important characteristics of the different methods, and identifies different

ution
on of

g the
logy,
der’s
5 and
alled
alled

es to
ment,
some

Hiator

sues
ASES,

This type of method is sometimes called non-binding arbitration, evaluation or “mini-trial”. Adherence by an
organization to the recommendation of an advisory process, even though not legally binding, is sometimes
taken into account in determining whether a code of conduct to which the organization has committed has
been satisfied (see ISO 10001).

The dispute resolver using an advisory method can be called an adviser, arbitrator, panel, evaluator, neutral
or ombudsman.

1) National standards bodies can supplement this annex with one containing terminology used in the nation concerned.

14
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Determinative method

A determinative method is one in which the dispute is evaluated, factual issues are resolved and sometimes
documented, and a decision is given on how the dispute should be resolved.

This method is legally binding on the parties and enforceable in court:

a) i

n the absence of further action by either party; or

b) if accepted within a certain period of time, by the complainant; or

c) i

NOTE
descr

NOTE

The
neutn

NOTH
in thd
advis
the f4
allow

not rejected within a certain period of time, Dy erther party.

1 The situation described in bullet a) is typically referred to as (binding) arbitration or evaluation
bed in bullets b) and c) are sometimes referred to as conditionally binding arbitration or evaluation.

2  Asindicated elsewhere, in some parts of the world it is not permitted to bind some.complainants

Hispute resolver using a determinative method can be called an adviser, arbitrator, pan
al or ombudsman.

3 In some parts of the world, the same dispute resolver can conduct more than one method of dis
same dispute, e.g. a facilitator can move from active facilitation o \providing advice (at that time
br) if the complainant has not been satisfied in the facilitative proc€ss.vSimilarly, a facilitator can rend
cilitative process has not resolved the case. In other parts of the\world, statutory or regulatory requir
the dispute resolver to conduct more than one type of disputeéresolution process in the same dispute.

the situations

legally.

b/, evaluator,

bute resolution

becoming an
br a decision if
ements do not
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Annex B
(informative)

Inter-relationship of ISO 10001, ISO 10002 and ISO 10003

Figure B.1 illustrates the organization’s processes related to code of conduct, complaint handling and external
dispute resolution.

NOTE A pomplaint can be initiated by a customer or another complainant.
( CUSTOMER's A
interest in product y
INTERACTION CODE’/of CONDUCT
Customer - Organization bhased upon /SO 10001
FEEDBACK
[ END gF INTERACTION COMPLAINT MADE?
FEEDBACK
CONEIDERATION of COMPLAINT HANDLING -
CODE of CONDUCT based upon /SO 710002
COMPLAINT
[ FILE CLOSED RESOLVED?
FEEDBACK
CONSIDERATION of DISPUTE RESOLUTION
CODE of CONDUCT ) based upon /SO 10003 FEEDBACK;

 J
[ FILE CLOSED ]

Figure B.1 — Inter-relationship of ISO 10001, ISO 10002 and ISO 10003
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Annex C
(normative)

Guidance on consent to participate

C.1 General
Participation of complainants in dispute resolution offered by an organization should be voluntary. Consent to
partigipate should be based on full knowledge and understanding of the process and possible outcomes.

When the customer is an individual purchasing or using goods, property or services for personal

purpc

Voluntary consent to participate is based on both the parties’ full knowledge and understanding o

and {

Therg are two significant issues regarding consent to participate:

q

C.2

Information about dispute resolution providedxto’ customers and complainants prior to consent

shou

— the method(s) of dispute resolution‘used;
— the scope of authority of theprovider;

— the fees, if any, complainants will have to pay;

based on full knowledge and understanding (see C.2);

ses, consent to participate should not be a required condition for receiving the product.

ossible outcomes.

vhat information should be provided to the customer and complainant so that consent to

vhen is it appropriate to obtain consent to participate (see:C.3 regarding consent to participa
ispute arises; see C.4 regarding consent to participate after the dispute has arisen).

Information prior to consent to participate

d include:

ossible types of.remedies, maximum compensation that can be awarded and possible re
r expenses that‘have been incurred in dispute resolution;

e criteria.against which the dispute will be evaluated (e.g. codes of conduct, legal principles

ignificant differences from court procedures;

pr household

f the process

participate is

te before the

0 participate

mbursement

, equity);

— a statement of the precise dispute or type(s) of dispute to which the consent to participate applies;

— the name of the provider, how to access the process and how to obtain a copy of the applicable dispute-
resolution procedures;

— expected time frames for the completion of each different method;

— whether the complainant will be giving up the right to go to court if not satisfied with the determinative
decision.

NOTE In some parts of the world, asking the complainant to give up the right to go to court is not lawful

©1S0
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C.3 Consent to participate prior to the dispute arising

A condition in a sales contract sometimes requires a customer to use binding dispute resolution and to give up
his right to use the courts. This is frequently included in contracts between organizations. In some parts of the
world, this type of contract is unlawful, where the customer purchases the product for personal or household

purposes.

Organizations wishing to enhance customer satisfaction can consider other dispute-resolution techniques that
can achieve many of the benefits of pre-dispute clauses, but which do not require the parties to give up their
right to use the court system. These other techniques include:

— facilitatiy

— methodq

— determir]

— agreemg¢nts to participate in dispute resolution made after the dispute arises.

C.4 Cons

Where consd

e methods that alm 10 achieve voluntary resolution Dy the parties;

bnt to participate after the dispute arises

that result in recommendations that become binding if both parties agree;

ative methods that are binding only when the complainant accepts the decision;

nt to participate in determinative dispute resolution is obtainedvafter a dispute arises, the pprties

should sign an agreement to participate, which should contain a description of the dispute to be submitfed to

the dispute-r|
resolution pr

pbcedures, and the scope of the dispute resolver’s autharity.

bsolution process, the name of the provider and how to.ebtain a copy of the applicable digpute-

18
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partig

D.2t

D.2

The
other

Information and assistance should be made available in_whatever languages or formats are

inforn
unan
raise

NOTH
acces
functi
proble

q
J

{
See |

Com

print colour and contrast,
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Annex D
(normative)

Guidance on accessibility

General

bility of the process, affordable costs for using the process, and absence of barriers to
ipating in the process.

b D.7 give examples of different ways of making the dispute-resolution process.reasonably a

Communication
bvailability of dispute resolution should be communicated widely' to complainants, other cu

relevant interested parties.

hation pertaining to the products when offered or delivered. Information should be written
biguous language, and it should be available in, alternative formats, such as audio, larg
1 letters, Braille, by email or on an accessible website.

An alternative format describes a différent presentation or representation intended to ma
sible through a different modality or sensory” ability. By providing all input and all output (i.e. in
bns) in at least one alternative format (e.g. visual and tactile), more people, including some with lar
ms, can be helped. Presentation factarsjthat can affect legibility and ease of understanding include

Byout,

ize and style of font-and’symbols, and

he choice and‘use of multiple languages.
5O/IEC Guide 37.

Mmuhieations can be made by an organization at various times, such as at the point of sale ar

pgarding the
nvoking and

ccessible.

stomers and

used in the
in clear and
b print, large

e information
formation and
guage/literacy

d at the time

a cor

plaint is filed with the organization. As a minimum_the arganization should communicate

t the end of

unsuccessful internal complaint handling processes.

These communications are most effective if placed in multiple locations, such as in customer satisfaction
codes of conduct, on store displays, websites, complaint forms, sales contracts and documents ending an
internal complaint handling process.

D.3

Fees

Providing dispute resolution to customers at no cost, or at a cost that is reasonable given the value of the
dispute, should result in an affordable process.

©1S0
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D.4 Invoking process and participation

Unsatisfied complainants should be given an opportunity to invoke and participate in the dispute-resolution
process in as many ways as is reasonably possible.

Telephone, mail, fax or online submissions are all valuable methods that should be considered. The methods
selected should be convenient for case filings, accessing case information or obtaining answers to questions.
In cross-border dispute resolution and other circumstances where the organization and the complainant reside
at great distance from each other, it is especially important that methods of dispute resolution are used that

facilitate parti

cipation without requiring travel.

D.5 Infor

Easy-to-undgrstand and complete forms for initiation of dispute resolution, and other literaturé-that des

the dispute-r

Information 4

D.6 Train

Trained pers|
including filin
available.

The assistan
that they can

D.7 Infor

The process

Formal rules
own position
although ad

Parties shou
not allow su
also helpful f
evidence bei

Presentation

mation

bsolution process and explain how parties can best participate, should be made-available.

nd forms should be provided in the same languages as those used to marketthe products.

ed personnel
pnnel and other resources to assist all parties with any aspéct'of the dispute-resolution pro

g a dispute, presentation of the case and explanation ofithe scope of the process, shou

ce provided should also consider the needs of persons with disabilities or other special neeg
participate effectively.

mality
should be kept as informal as apprepriate to the circumstances of the dispute.

as applied in a court of law, need not be followed. The parties should be allowed to presen
5, arguments and eviderice and to hear or see the substantive part of those of the other
spute resolver can limijt the evidence, if it is irrelevant or repetitive.

d be allowed to_berepresented or assisted by any person of their choice, unless local law
Ch representation! The provider should confirm that the choice has been made voluntarily
pr a represented party to appear personally during the process, as that usually results in the
hg presented and assures that someone with the authority to settle the dispute is available.

5 can'tbe made in person, by telephone or other electronic communication, or in writing

cribe

cess,
Id be

S, SO

their
Darty,

vould
It is
best

The

parties shoul

dbe given flexibility in the manner of their presentation.
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The
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Annex E
(normative)

Guidance on suitability

General

vpe of dispute-resolution method offered to parties to a dispute, and the potential remedies

vailable to a

comy

E.2

Orga
on sU

—

lainant, should be suitable to the nature of the dispute.

Suitability of methods

nizations can choose to offer complainants one or more types of dispute-resolution method
ch factors as:

rganizational needs and circumstances;

ustomer preferences;

— provider recommendations;

— the likely duration of dispute resolution;

—

osts;

— the complexity of the issues;

— the need for confidentiality;

— the desire or need for a continuing relationship between the parties;

— felative bargaining strengths of the parties;

— the need for flexible eutcomes;

— the need for_ a.decision or findings on conflicting evidence;

— the need-for external enforcement;

— 1{1e need for technical or other experts and the importance of legal issues;

5, depending

— t

he need for public scrutiny of the outcome.

A provider that offers a facilitative method in accordance with the organization’s dispute-resolution policy
should generally offer that method as a preferred means of resolving a dispute. Facilitative methods are very
often faster, less expensive and less adversarial. If facilitative methods do not resolve the dispute and the
organization has chosen to make other dispute-resolution methods available, these other methods should be
offered.

©1S0
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E.3 Suitability of remedies

The organization should authorize the provider to award remedies at least sufficient to compensate for the
problem that created the complaint. Remedies that should be considered and offered, if appropriate, include

— repair of

a product,

— refund of a product’s cost,

—  rescissio

n of the contract of sale, and

— adirecti

e to one of the parties to take specific action to rectify the problem.

Additional remedies can be permitted or required by local law, e.g. lawyer’s and other representative’s|fees,

related damg

ges and other damages.

22
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Annex F
(normative)

Guidance on fairness

The organization should engage in dispute resolution with the intent of fairly and honestly resolving the
dispute with the complainant. The organization should select a provider whose dispute-resolution personnel
and dispute resolvers engaged in dispute resolution are impartial and objective, so that processes,

recornmendations and determinative decisions are fair to both parties and are recognized .as
indegendently.

Dispute resolvers and dispute-resolution personnel should be insulated from influence by parties
the process, so that their efforts to determine eligibility and to reach a resolution of @.dispute are
indegendent judgment. Impartiality, objectivity and fairness can be best achieved by a co
activities.

NOTH 1 In most private sector “business-to-customer” dispute-resolution schemes; funding comes from
and/of the business party to a particular dispute. This funding can represent allyjor a substantial part of f{
proceps. In addition, an association providing or endorsing a dispute-restlution process is likely to bq
members, who can from time to time be parties to dispute resolution.under the scheme. This “fairneq
intended to assure that efforts to resolve any dispute are not influenced by these financial or membership re

NOTH 2  The term “dispute-resolution personnel”’ is used in recognition of the fact that a provider is
execytive level personnel not engaged in dispute resolution (e.g”the chief executive officer, chief opera
chief financial officer), but who negotiate contracts and engage'in other relationships with business partic
unrellted to the handling of any dispute. The fairness and_independent judgment requirement is pertinent tg
of particular disputes.

Fairness can be best achieved by a combination of activities, such as the following:

— applying advisory or determinative methods according to published procedures that are mad
e parties prior to initiation of any process; such procedures and their application shoul

being made

ht all times in
the result of
mbination of

an association
he cost of the
governed by
s” principle is
ationships.

likely to have
ions officer or
pants that are
the resolution

e available to
d provide all

arties with full, fair and equivalent opportunities to participate in any methods, and should ensure that

ny recommendations or decisions are based on the evidence and arguments presented t
solver;

— adopting conflict pfhinterest policies and ethical codes for personnel and dispute resolve
ssigning disputeresolvers to a dispute-resolution process where they can be expected to b
dispute resolvers personal feelings, opinions or interests should not influence his/her cong
dispute resolver is employed by one party to a dispute, this can affect the ability of the dispu
maintain‘objectivity;

b the dispute

rs, and only
b objective; a
uct, e.g. if a
e resolver to

of particular

— Tssuring that compensation (if any) of dispute resolvers is not affected by the nature
ettflements _recommendations_or determinative decisions:

— not relieving dispute resolvers of duties without just cause;

— assigning dispute resolvers in a way that minimizes repeated service with any particular party;

— when a provider is funded in whole or part by an organization that is a party to the dispute, assuring that

funding considerations do not influence the resolution of particular disputes;

— disclosing to the parties the identity of the dispute resolver selected to resolve a dispute, along with any

relationship the dispute resolver has with either party that can reasonably be perceived
impartiality; the parties should be allowed an opportunity to challenge the selection of
resolver for good cause;

© 1SO 2007 — All rights reserved
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— making available to complainants the services of technical experts (including legal experts), where
appropriate and necessary for the fair resolution of the dispute;

— where allowed by local law, providing for compulsion of testimony in an application of a determinative
method, when needed for the fair resolution of a dispute;

— clearly communicating to the parties the dispute resolver’'s scope of authority and assuring that any
recommendation or determinative decision is within the scope of that authority;

— disclosing to the parties in advance the criteria used for recommendations or determinative decisions;

— commurficafing in plain Tanguage and in writing the recommendation or decision, and its rafionale, {o the
organizdtion and complainant, with sufficient detail so that it can be effectively implemented;

NOTE 3 [When not contrary to applicable law, determinative decisions can be based on legal principles, gquity,
codes of ponduct, or a combination of these.

— where alrecommendation for settlement is accepted by the parties, documenting it 'in writing so thgt it is
enforcegble under applicable law;

— determining whether the parties have complied with any settlement or determinative decision.
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G.1

Orgapization personnel, providers and dispute resolvers should have the personal attributes, s

ISO 10003:2007(E)

Annex G
(normative)

Guidance on competence

General

kills, training

and

mainjained and improved through means such as additional work experience, continual-train
supefvision, and periodic re-evaluation.

Competence can be assured through a number of techniques. These are set out below:

G.2

Qua

appropriate to the disputes to be heard by the provider, and they*emphasize diligence ang
impoftant qualifications.

G.3

Trainjng should be provided to personnel and disputeresolvers in required knowledge and skills,

NOT!

and the preferences of the organization, formal legal training and professional licensing of dispute resolvers

nece

G4

bxperience necessary to discharge their responsibilities in a satisfactory manner. Thes

Qualifications

lifications for personnel and dispute resolvers should be established”such that they ensure

Training

lny applicable eligibility requirements pertinent to disputes to be heard by the provider;
e importance of fairness and methods to achieve it;
the techniques available to assist the parties;

the policies and procedures’ applicable to the conduct of each method of dispute resolution
vill engage;

B Depending on the type of disputes to be heard, the bases of recommendations or determina

gsary, unless required by local law.

any applicable legal’principles, codes of conduct or principles of equity that apply in a disputg.

e should be
ng including

he skill level
honesty as

n which they

tive decisions,
, is not always

Periodic evaluation

Periodic evaluation of the performance and qualifications of dispute resolvers, and of the criteria established
by the provider for dispute resolvers’ qualifications, should be undertaken.

NOT!

E Additional guidance concerning the competence of personnel is provided in ISO 10015.

© 1SO 2007 — All rights reserved
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Dispute reso
nature of the

Annex H
(normative)

Guidance on timeliness

lution should be delivered as expeditiously as feasible given the nature of the dispute and the
process used.

In applying t
method offer
take account
dispute.

Time frame
accountabilit

It is also hel
tracking infor

Timeliness is
provider with
court could b
resolution pr
authorization|

ed, and to communicate them to all relevant parties. Time frames should be sufficiently.flexiple to

his principle, it is helpful to establish expected time frames for the completion of each di:tFrent
cular

of the differences in the complexity of disputes and the different needs of parties inja-pa

5 can be affected by applicable legal requirements. The parties and, the provider $hare
y for compliance with established time frames.

ful if the progress of the dispute is tracked and the parties are informed”of the progress, or{such
mation is made available to the parties and to the dispute resolvers(

also important when the parties are entitled to use judicial proeedures or the methods of another
n a certain time period. If the dispute-resolution process is. prolonged, the ability to file a cgse in
e impeded. Timeliness can be best achieved when the @rganization’s representative in a digpute-
ocess is either vested with clearly defined authority>to settle disputes, or can quickly qbtain
from others in the organization.
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1.1

Suffi
disclgsed to complainants, organizations and the public.

Orgahizations should ensure that this information is made available to all interested parties)

1.2

Useflil information about the provider’s services and performance can include:

1.3

Organlzat|ons should recognize that publication of a provider's annual report can give a meaning

ISO 10003:2007(E)

Annex |
(normative)

Guidance on transparency

General

ient information about the dispute-resolution process, the provider and its performan

e should be

Information about process, methods and performance

¢omplete contact information for the provider;

pes of disputes handled and types of methods provided;
e manner in which particular methods of dispute resolution can be initiated, including any fe
e manner of participation by the parties (in person or by telephone, by mail or online);

e manner of qualifying, selecting and challeriging the qualifications and impartiality of dispu
ases for deciding disputes (e.g. law, equity, codes of conduct) and available remedies;

Ime frames that will be observed,;

igentification of the steps leading to the enforcement of a determinative decision or award;
the policy as to confidentiality;

gafeguards aré )in place to ensure that this funding does not affect particular
flecommendations or determinative decisions.

Annual report

es imposed;

fe resolvers;

vhether a providér,receives funding from the organization that is a party to a dispute, and what

settlements,

of a provider and its performance. The annual report can include:

ul evaluation

the number of disputes received, the number resolved and not resolved in each dispute-resolution
method, and the number of recommendations or determinative decisions providing all, some or none of

the relief requested;
the timeliness of case resolutions;

identification of systemic problems identified through the dispute-resolution process.

Published data should not be identified with a particular organization unless it agrees.
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