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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
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proteatfres—Hsea—to—aeverop—ta e meht3a ~—rrefrdea—Tor— trther—+aathatenance are
ribed in the ISO/IEC Directives, Part 1. In particular the different approval criteria needed for the
Fent types of ISO documents should be noted. This document was drafted in acéordance with the
rial 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 documént may be the subject of
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This
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The main changes compared with\the previous edition are as follows:

q

q

— improved alignmeént with ISO 10001, ISO 10002 and ISO 10004.

glignment with ISO 9000:2015;
glignment with ISQ©001:2015;

it rights. ISO shall not be held responsible for identifying any or all sueh-patent rights. Details of
atent rights identified during the development of the document will be in the Introdug¢tion and/or
e [SO list of patent declarations received (see www.iso.org/patents).

frade name used in this document is information given for the-éonvenience of users gnd does not
[itute an endorsement.

Ain explanation on the voluntary nature of standards, the meaning of ISO specifi¢ terms and
pssions related to conformity assessment, as well ‘as’information about 1SO’s adherence to the
d Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT) see the following
www.iso.org/iso/foreword.html.

document was prepared by Technical Comimittee ISO/TC 176, Quality management| and quality
rance, Subcommittee SC 3, Supporting technologies.

second edition cancels and replaces the first edition (ISO 10003:2007), which has been technically
ed.
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Introduction

0.1

General

This document provides guidance for organizations to plan, design, develop, operate, maintain and
improve effective and efficient external dispute resolution for product- and service-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.

NOTE1 O

ganizations are encouraged to develop an effective and efficient internal complaints-ha

dling

process cons

There are d|
methods ar{
the method;

This docum
a) design 4

b) selecta

meet an

NOTE2 Pj
industry-sect

While this document is directed towards organizations, providers can also benefit from knowing

guidanceis||
process.

Organizatio
resolution p
handling pr

This docum

fairness of an organization’s dispute-fesolution process. Implementation of this document can:

provide]
expensi

help to

provide]
organiz

[ve, easier and quicker, especially in disputes across borders;

stent with ISO 10002.

ifferent methods for resolving disputes and different terms used to describe them. T
b facilitative, advisory or determinative (see Annex A). Each method can be used by its
can be used in sequence.

bnt can be used to:
dispute-resolution process and decide when to offer dispute resoltition to complainaf

dispute-resolution provider (hereinafter referred to as “provider”; see 3.9) that is al
organization’s specific needs and expectations.

oviders from the public and private sectors can take varigus forms around the world, incl
or specific associations, ombudsmen and multi-sector associations.

being given to organizations. Providers can also*use the guidance in their dispute-resol

hs are encouraged to plan, design, develop, operate, maintain and improve a dis
rocess in conjunction with a customer satisfaction code of conduct and internal compld
hcess, and to integrate them with the organization’s quality or other management syst

ent can assist individuals and organizations in evaluating the effectiveness, efficiency
flexible dispute resolution that, in comparison with court-based processes, can be
enhance custemer satisfaction and loyalty;

a benchmiark against which individuals and organizations can evaluate claim
htionsand providers that they operate in an effective, efficient and fair manner;

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

hese
blf or

Its;

le to

iding

what
1tion

bute-
ints-
ems.
r and

less

s by

legal

consequences;

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

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

services and processes;

NOTE 3

Vi

improve the organization’s reputation or avoid damage to it;

improve domestic and international competitiveness;

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

provide additional information that can contribute to improvement of the organization’s products,

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

© ISO 2018 - All rights reserved


https://standardsiso.com/api/?name=1c5cd1b7a1dc22a132026374f415e5c7

1SO 10003:2018(E)

NOTE 4
public or a private organization is the focus of this document.

0.2 Relationship with ISO 9001 and ISO 9004

The satisfaction of persons or organizations that could or do receive a product or a service from a

This document 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. Th
can also be used independently of ISO 9001 and ISO 9004.

is document

ISO 9001 specifies requirements for a quality management system. The dispute-resolution process
described in this document (ISO 10003) can be used as an element of a quality management system.

ISO ¢
(ISO
the s

004 provides guidance to achieve sustained success of an organization. The use of th
10003) can further enhance performance in resolving disputes with complainarits-g
atisfaction of customers, complainants and other relevant interested parties-to f
achigvement of sustained success. It can also facilitate the continual improventent of th
products, services and processes based on feedback from customers, complainants and ot
interjested parties.

NOTH
indud
owne

Apart from customers and complainants, other relevant interested parties can incly
try associations and their members, consumer organizations, relevaht-government agencie
rs and others who are affected by the dispute-resolution process.

0.3 Relationship with ISO 10001, ISO 10002 and ISO 10004

This
be u
ISO 1
cust
and

document is compatible with ISO 10001, ISO 10002:and ISO 10004. These four dod

bed either independently or in conjunction with each-other. When used together, thi

0001, ISO 10002 and ISO 10004 can be part of adbfoader and integrated framework fj
mer satisfaction through codes of conduct, complaints handling, dispute resolution ang
easurement of customer satisfaction (see.Annex B).

ISO 1
in se
decr
Whe
undd

0001 contains guidance on customer satisfaction codes of conduct for organizations.
tting out what customers can expegt from the organization and its products and s
pase the likelihood of problems -arising and can eliminate causes of complaints aj

rstanding customer expectations and the organization’s attempts to meet those exped

ISO 10002 contains guidance on’the internal handling of product- and service-related com
docujment (ISO 10003) cap-beused when complaints are not resolved internally.

ISO 10004 containsguidance on establishing effective processes for monitoring and
customer satisfaction:” Its focus is on customers external to the organization. Guideliy
ISO 10004 can ‘support the establishment and implementation of a dispute resoluti
For ¢xample,the processes described in ISO 10004 can assist the organization in mor
meaguring €ustomer satisfaction with the dispute resolution process (see 8.3). Likewise,
from| a dispute resolution process can be used in monitoring and measuring customer sati
exanpple, the frequency and nature of disputes can be an indirect indicator of customer sati

is document
nd increase
hcilitate the
e quality of
her relevant

de suppliers,
s, personnel,

uments can
5 document,
br enhanced
monitoring

Such codes,
ervices, can
nd disputes.

h complaints and disputes do arise, the existence of codes of conduct can assist the parties in

tations.

blaints. This

measuring
es given in
on process.
litoring and
information
bfaction. For
sfaction (see

ISO 180 4. 904Q =7 2 O

1UUU%.ZU10, 7.5.4].
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INTERNATIONAL STANDARD ISO 10003:2018(E)

Quality management — Customer satisfaction —
Guidelines for dispute resolution external to organizations

1 Scope

This document gives guidelines for an organization to plan, design, develop, operate, maintain and
imprpveameffective anmd efficientdispute-Tesoiution process forcompiaints thrat rave ot bgen resolved
by the organization.

This|document is applicable to:

— ¢omplaints relating to the organization’s products and services, the compldints-handling process or
dlispute-resolution process;

— T1esolution of disputes arising from domestic or cross-border busihess activities, including those
grising from electronic commerce.

This|document is intended for use by any organization regardlessof its type or size, or the groducts and
services it provides, and deals with:

— guidance on determining when and how organizations ¢an participate in dispute resolfition;
— guidance on the selection of providers and use oftheéir services;

— fop managementinvolvementin, and commitment to, dispute resolution and deploymentof adequate
fesources within the organization;

— the essentials for fair, suitable, transparent and accessible dispute resolution;

— guidance on management of an organization’s participation in dispute resolution;
— 1Inonitoring, evaluating and improving the dispute-resolution process.
This|{document is particularly aimed at dispute resolution between an organization and
— individuals purchasifig or using products and services for personal or household purpqgses, or
— 9mall businesses!

This|documentdoes not apply to the resolution of other types of disputes, such as employmént disputes.
It dogs not apply to complaints handling within an organization.

2 Neormativereferences

The following documents are referred to in the text in such a way that some or all of their content
constitutes requirements 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.

IS0 9000:2015, Quality management systems — Fundamentals and vocabulary

3 Terms and definitions

For the purposes of this document, the terms and definitions given in ISO 9000 and the following apply.

© ISO 2018 - All rights reserved 1
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ISO and IEC maintain terminological databases for use in standardization at the following addresses:

[SO Online browsing platform: available at http://www.iso.org/obp

— IEC Electropedia: available at http://www.electropedia.org/

3.1
association
<customer s

[SOURCE: IS

atisfaction> organization (3.12) consisting of member organizations or persons

09000:2015, 3.2.8]

3.2
complaina
person, orgg

Note 1 to ent
are also cons

[SOURCE: IS

3.3
complaint
<customer
productors
or implicitlyj

Note 1 to ent
customer (3.4

Note 2 to ent
[SOURCE: IS

3.4
customer
person or o
required by

EXAMPLE
beneficiary 4|

Note 1 to ent
[SOURCE: IS

3.5
customer s

!

nization (3.12) or their representative, making a complaint (3.3)

ry: In this document, customers (3.4) who refer their complaints to a provider in thefirst ins
dered to be “complainants”.

0 10001:2018, 3.2, modified — Note 1 to entry has been added.]

batisfaction> expression of dissatisfaction made to an organization (3.12), related f
ervice, or the complaints-handling process itself, where a&response or resolution is expl
expected

'y: Complaints can be made in relation to other processes where the organization interacts wif

).
y: Complaints can be made directly or indirectlyto the organization.

0 9000:2015, 3.9.3, modified — Notes 1.and 2 to entry have been added.]

ganization (3.12) that could‘er'does receive a product or a service that is intended f]
this person or organization

Consumer, client, endsuser, retailer, receiver of product or service from an internal pr
hd purchaser.

Fy: A customer ¢anbe internal or external to the organization.

0 9000:2015;3.2.4]

htisfaction

fance

o its
icitly

h the

or or

cess,

customer’s (

B.4Y perception of the degree to which the customer’s expectations have been fulfilled

Note 1 to entry: It can be that the customer’s expectation is not known to the organization (3.12), 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 (3.3) are a common indicator of low customer satisfaction but their absence does not
necessarily imply high customer satisfaction.

Note 3 to entry: Even when customer requirements have been agreed with the customer and fulfilled, this does

not necessari

[SOURCE: IS

ly ensure high customer satisfaction.

09000:2015, 3.9.2]

© ISO 2018 - All rights reserved
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3.6

customer service

interaction of the organization (3.12) with the customer (3.4) throughout the life cycle of a product or
a service

[SOURCE: ISO 9000:2015, 3.9.4]

3.7
dispute
<customer satisfaction> disagreement, arising from a complaint (3.3), submitted to a DRP-provider (3.9)

Note 1 to entry: Some organizations ('2 17) allow their customers (ﬁ) to express their dissatisfaction to a DRP-
provider in the firstinstance. In this situation, the expression of dissatisfaction becomes a complaint when sent to
the ofganization for a response, and becomes a dispute if not resolved by the organization without PRP-provider
interyention. Many organizations prefer their customers to first express any dissatisfaction)te’thelorganization
beforje utilizing dispute resolution external to the organization.

[SOURCE: ISO 9000:2015, 3.9.6]

3.8
dispute resolver
<cusfomer satisfaction> individual person assigned by a DRP-provider (3.9) to assist the parties in
resolving a dispute (3.7)

EXANPLE Staff, volunteer, contract personnel.
[SOURCE: IS0 9000:2015, 3.1.6]

3.9
DRPtprovider

dispute resolution process provider
perspn or organization (3.12) that supplies and operates an external dispute (3.7) resolution process

Note|l to entry: Generally, a DRP-provider_is a legal entity, separate from the organization or person as an
indivjdual and the complainant (3.2). In(this way, the attributes of independence and fairness are| emphasized.
In somne situations, a separate unit is established within the organization to handle unresolved complaints (3.3).

Note [2 to entry: The DRP-provider)contracts with the parties to provide dispute resolution, and i$ accountable
for pgrformance. The DRP-provider supplies dispute resolvers. The DRP-provider also utilizes supp¢rt, executive
and ¢ther managerial staff to supply financial resources, clerical support, scheduling assistance, training,
meet|ng rooms, supervisiomand similar functions.

Note |3 to entry: DRP-providers can take many forms including not-for-profit, for-profit and publig entities. An
assocjation (3.1) can also be a DRP-provider.

Note § to entry:Jn this document, instead of the term DRP-provider, the term “provider” is used.

[SOURCE:ISO 9000:2015, 3.2.7, modified — Note 4 to entry has been modified.]

3.10

feedback

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

Note 1 to entry: Feedback can be given in relation to other processes where the organization (3.12) interacts with
the customer (3.4).

[SOURCE: ISO 9000:2015, 3.9.1, modified — Note 1 to entry has been added.]

© ISO 2018 - All rights reserved 3


https://standardsiso.com/api/?name=1c5cd1b7a1dc22a132026374f415e5c7

ISO 10003

3.11

:2018(E)

interested party

stakeholder

person or organization (3.12) that can affect, be affected by, or perceive itself to be affected by a decision

or activity

EXAMPLE

Customers (3.4), 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.]

3.12

organizatign

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

Note 1 to entry: The concept of organization includes, but is not limited to, sole-trader, company, corporftion,
firm, enterpifise, authority, partnership, association (3.1), charity or institution, or part or, éombination thereof,
whether incorporated or not, public or private.

Note 2 to entfy: This document pertains to different types of organizations, each withivery different roles |n the
dispute (3.7) [resolution process. They include organizations that have unresolved-complaints (3.3), providgrs of
dispute resolution, and associations that provide or sponsor dispute-resolution processes. For convenienice, in
this document, the term “organization” used alone means the entity againstéwhich an unresolved complairIlt has
been made apd that is now or can be in the future a party to a dispute. The terms “provider” and “associatiop” are
used to descijibe the other types of organizations.

[SOURCE: IS0 9000:2015, 3.2.1, modified — Note 2 to entry ha§’been replaced.]

4 Guiding principles

4.1 Genefal

Effective and efficient dispute resolution is hased on adherence to the guiding principles set out in 4.2
to 4.17.

4.2 Comipitment

The organization should be actively committed to defining and implementing a dispute-resolfition
process.

4.3 Resppnsiveness

The organization;should address the needs and expectations of customers with respect to digpute
resolution.

4.4 Information integrity

The organization should ensure that the information about its dispute resolution is accurate and not

misleading,

and that data collected are relevant, correct, complete, meaningful and useful.

4.5 Accountability

The organization should establish and maintain accountability for, and reporting on, the decisions and
actions taken with respect to dispute resolution.

© ISO 2018 - All rights reserved


https://standardsiso.com/api/?name=1c5cd1b7a1dc22a132026374f415e5c7

1SO 10003:2018(E)

4.6 Consent to participate

Participation of the complainants in dispute resolution offered by the 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 and services for personal
or household purposes, consent to participate should not be a required condition for receiving them
(see Annex C).

NOTE1 Consent to participate in dispute resolution can be a required condition in business-to-business
contracts.

NOTE2 Consent to participate can he subject to different statutory and regulatory requirements in different

partg of the world.

4.7 | Accessibility

A digpute-resolution process should be easy to find and use (see Annex D).

4.8 | Suitability

The type of dispute-resolution method offered to parties to a dispute (see Annex A) and the potential
remgdies available to a complainant should be suitable to the nature of the dispute (see Annex E).

4.9 | Fairness

The prganization should engage in dispute resolution with the intent of fairly and hones{ly resolving
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, recommendations and determinative decisions are fair to both parties and arg recognized
as bding made independently (see Annex F),

4.1( Competence

Organization personnel, providers and dispute resolvers should have the personal attributes, skills,
training, education and experience necessary to fulfil their responsibilities related to dispute resolution
(see Annex G).

4.11 Timeliness

Displite resolutionishould be delivered as expeditiously as feasible given the nature of the|dispute and
of the process used (see Annex H).

4.12 Confidentiality

Personallyidentifiable—information should be kept confidential and protected,—unless disclosure
is required by law or consent for disclosure is obtained from the person concerned. Similarly, trade
secrets should be kept confidential and protected, unless disclosure is required by law or consent for

disclosure is obtained from the party that has the trade secret.

NOTE1 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 identifier. The precise meaning of the term differs around the world.

NOTE 2  This principle can be applied through a policy governing the use and disclosure of information
obtained during a dispute, and providing notice of that policy to the parties to the dispute.

NOTE3 To encourage the voluntary participation of organizations in dispute resolution, it is sometimes
necessary to protect the identity of the organization, unless disclosure is required by law.

© IS0 2018 - All rights reserved 5
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4.13 Transparency

Adequate information about the dispute-resolution process, the provider and its performance should

be disclosed

NOTE

to complainants, organizations and the public (see Annex I).

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

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

4.14 Agreement

A dispute-resolution process should be operated with the agreement of the parties.

4.15 Capa

Sufficient r¢
managed ef

4.16 Impr

Increased H
objective.

4.17 Custd

The organiz

should be open to feedback.

5 Dispuf

5.1 Context of the organization

In planning
process, the

identifyj]
purposs

identifyj
the rele

identify|
taking i

5.2 Comy

City

sources should be made available for and committed to dispute resolution, @and shou
ectively and efficiently.

pvement

ffectiveness and efficiency of the dispute-resolution process should be a permg

mer-focused approach

ation should adopt a customer-focused approach with respect to dispute resolutior

re-resolution framework

, designing, developing, operating, maintaining and improving the dispute-resol
organization should considerits context by:

ing and addressing external and internal issues that are relevant to the organiza
and that affect its ability to achieve dispute-resolution objectives;

ing the interested-parties that are relevant to the dispute-resolution process, and addre
vant needs and.expectations of these interested parties;

ing the seope of the dispute-resolution process, including its boundaries and applicability
hto accouilt the external and internal issues and the needs of interested parties noted al

nitment

Id be

nent

and

1ition

ion’s

5sing

r and
ove.

Top management should demonstrate leadership in, and the organization should be committed to, an
effective and efficient dispute-resolution process that conforms to the organization’s dispute-resolution
policy (see 5.3). It is particularly important that top management demonstrates and promotes this
commitment. A strong leadership and an unambiguous commitment to dispute resolution can be useful
supplements to the organization’s internal complaint handling process, and can allow both personnel
and complainants to contribute to the improvement of the organization’s products, services and
processes. This leadership and commitment should be reflected in the establishment and dissemination
of policy and procedures for the resolution of disputes, and by the provision of adequate resources,
including training.
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The organization should also be committed to selecting effective and efficient providers that can deliver
dispute resolution consistent with the organization’s objectives and process design (see Annex J).

NOTE When the provider is an association, it is advisable that it evaluates its own experience and capacity in
the same way the organization would evaluate potential providers.

5.3 Dispute-resolution policy

5.3.1 Policy 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 avajlable to all personnel,
complainants, customers and other relevant interested parties. The policy should be syipported by
procgdures and objectives for each function and personnel role included in theprocess.

NOTH 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.The 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
agredments with a provider.

In sefting the dispute-resolution policy, the organization should consider:
— identification of any applicable statutory and regulatory requirements;
— {flinancial, operational and organizational needs;

— the policy’s estimated impact on customer satisfaction;

— the competitive environment;

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

— (quality management progesses, customer satisfaction codes of conduct and complaints-handling
rocesses in the organiZation;

— 3lternatives for res6lving disputes, such as the courts.

5.3. Policy review

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

5.3. Policy consistency

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

5.4 Top management responsibilities
Top management should ensure that:

— dispute-resolution policy is communicated within the organization and objectives are established
at relevant functions, levels and processes;

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

— personnel understand the relationship of the dispute-resolution process to the organization’s
overall customer satisfaction efforts;
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efficient dispute-resolution process, including appropriate training;

organization, and to customers and complainants (see 4.7, 4.13, and Annexes D and I);

the organization determines and allocates the resources needed for an effective, fair, lawful and

the dispute-resolution process is promoted and communicated to all appropriate personnel in the

responsibility and authority for dispute resolution are clearly defined throughout the organization;

notificationis 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 Genefal

The organiz
This includd
should und

parties rela

organization should consider and address risks and opportunities that can arise. This involves:

monitof
opporty

— identifyj

— plannin
pertain

As defined i
the context
from a lack
positive effdg
a result of 4
allocation a
resolution g
referred to 1

An opportu
does not ne|
identify a neg
dispute resd

6.2 Objec

ation should plan, design and develop an effective and efficient dispute*resolution prg
s the creation of necessary procedures for the dispute-resolution prgcess. The organiz
erstand the expectations and perceptions of customers and aethier relevant interg
Led to dispute resolution. When establishing and using a dispiite resolution procesg

ing and evaluating processes and external and intefnal issues concerning risks
nities;

ing and assessing specific risks and opportunities;

ng to identified and assessed risks and opportunities.

h 1SO 9000:2015, 3.7.9, risk is the effect'of uncertainty, which can be negative or positi}
of dispute resolution, an example.of a negative effect is customer dissatisfaction resy
of information provided regarding the dispute-resolution process, and an examplg
ct is that the organization reconsiders the resources associated with dispute resoluti
review of the dispute-resohition process. These risks can be addressed by reviewin
hd deployment of resources leading to the improved customer awareness of the dig
rocess or additional training of personnel to manage an expanded scope of the disj
he dispute-resolutioh-process.

hity is related to,identification of a new possible way of realizing positive outcomes, W
cessarily arise“from the organization’s existing risks. For example, the organizatioj
w produgct,\service or process as a result of a customer suggestion provided in the couj
lution,

rtives

cess.
htion
psted
, the

and

g, designing, developing, implementing and refiewing corrective actions and improvenpents

ve. In
Iting

of a
bn as
o the
pute
butes

rhich
I can
se of

The organization should determine the objectives to be achieved by dispute resolution. These
objectives should be consistent with the dispute-resolution policy (see 5.3), and their fulfilment should
be measurable using suitable performance indicators. These objectives should be reviewed at regular

intervals an

d updated as necessary.

6.3 Activities

6.3.1 Diagnosis

The organization 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;

8

© ISO 2018 - All rights reserved


https://standardsiso.com/api/?name=1c5cd1b7a1dc22a132026374f415e5c7

6.3

1SO 10003:2018(E)

how disputes are currently dealt with;

ways 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.

.2 Design

The organlzatlon should des1gn the dlspute resolutlon process based on the analy51s of its complaint

orgahizations with regard to dispute resolution, and should involve any providers [that i
engage in dispute resolution (see Annex L).

Factgrs to be taken into account include:

the principles described in Clause 4;

roducts and services);
Iossible remedies that will be considered;
tlypes of dispute-resolution methods to be offered (facilitative, advisory and/or determ

yhether the organization will make an advance commitment to participating in disput
or make its decisions on a case-by-case basis;

fisks and opportunities related to the selection and engagement of providers and resol

ualifications of dispute resolvers;
ees, if any, to be charged to complainants (see Annex D);
ow the parties will parti¢ipate (e.g. in person, written submission, telephone and/or i

the criteria against which the dispute will be evaluated (statutory and regulatory re
¢odes of conduct ard/or fairness or equity).

NOTH Associatidngs also design dispute-resolution processes for members and others.

6.3.3 Testing

The

a suf

he dispute-

ution process can be llnked to and should be con51stent w1th other processes ofl the quality
hgement system of the organization. The design should take into account the bestpractjices of other

It expects to

the types of disputes to be resolved (e.g. which categories of customers and complainants, or which

inative);

b resolution,

VEers;

hternet);

quirements,

brganization should consider testing the design features of the dispute-resolution g

rocess with

sep 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

6.4

objectives can best be accomplished.

Resources

The organization should acquire and deploy resources such as personnel, information, materials,
funding and infrastructure, so that the organization can effectively and efficiently:

select an appropriate provider;
contribute to the proper functioning of the provider;

participate in the dispute-resolution process;
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— evaluate the performance of the provider, its resolvers and the dispute-resolution process.

7 Operation

7.1 General

The organization should apply its procedures for dispute resolution in a fair, efficient and effective
manner. Where necessary, the provider and organization should adjust their operational procedures
to ensure coordination with respect to dispute initiation, dispute tracking, dispute acknowledgement,
initial dispute assessment, dispute resolution (including procedures for gathering relevant evidence),
implementafion of the resolution and follow-up. A flowchart showing the various steps of digpute
resolution ig provided in Annex M.

7.2 Complaint referral

The organization should apply the procedure for referring unresolved complaints’to the provyider.
The organization can refer complaints that have been handled and not resolved internally by the
organization. Referrals can also be made in situations where complainants infdrn the organizatior) that
they want their complaint to be handled initially by the provider rather than by the organization| and
the organization’s dispute-resolution policy allows such referrals. The organization should evaluate the
complaint against the criteria specified by the organization in its agréement with the provider of in a
customer cqntract. It should refer the complaint to the provider if the complaint meets the criteria. If
not, the orggnization should close the complaint using appropriate-¢lesing procedures. The organization
should also [ensure that it keeps track of all the complaints it refers to the provider, so that all gf the
complaints are addressed.

7.3 Receipt of dispute notice

When dispulte 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 in¢lude
those with $pecific responsibilities for quality~assurance, complaints handling, customer servic¢ and
legal matters.

7.4 Formulation of the organization’s response

7.4.1 Evaluation of dispute
The organizption should take the necessary steps to evaluate the dispute. These can include:

— obtainipg records'of the transaction or process that gave rise to the dispute, including sales re¢ords
or adveftisingeopy (as appropriate), inspection or repair records, any resulting complaints-hanfling
records} and information regarding other complaints (if any) filed by the complainant;

1 sbla i 1 4 1.1 1 ] leats loiatal J1: d ol 1 k
- consu t IIg WILITTCUIITIT AL, 1T 54, SAITS, IHIdT RTLIS, CUIITPIAIIIUS T A ITUITITS d1ITU ULHITT PTT SULITITT WU ll’lg

on behalf of the organization, as appropriate to the dispute.

The organization should keep transaction, complaint and related records in easily convertible formats,
so that the records can be handed over to the provider, dispute resolver and/or other party in an
appropriate format.

7.4.2 Development of initial position
After collecting relevant records and needed input, the organization should develop its initial position

in the matter with respect to its potential liability and the remedies, if any, it is willing to provide to the
complainant. Consistent with the dispute-resolution procedures, the organization should communicate
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its position to the provider, or directly to the complainant (with a copy to the provider). The initial
position can be to

— resolve the matter as requested by the complainant,

— provide some but not all of the remedies requested, or

NOTE

provide none of the remedies requested.

In dispute resolution, it is not unusual for an organization to decide to offer a complainant one or

more remedies that the organization does not believe are required by law, codes of conduct or other bases. The
organization can do this as a goodwill gesture, as part of a customer satisfaction policy, or in recognition of

the p
situa

7.5

7.5.1

In tH
the
orga

pSSibility that the dispute resolver, an association administering a code of conduct or a Court
ion differently.

Resolution of dispute

Facilitative method

e facilitative method (see Annex A), after the organization commiunicates its init
rganization should be prepared to receive an offer or counter-offer to settle the
hization can receive such offers either directly from the complainant or through the ¢

displite resolver. If the organization receives a proposal for s€ttlement, it should inform

pers
and (
whet
shou
prov
such

Ifar

pnnel of the complainant’s position (see 7.3). The organization can conduct additiong

her to accept the proposed settlement, to reject it or to make a counter-offer. The (
Id inform the complainant and/or the dispute resolver in a manner that is consistg
der’s procedures. If accepted, the organization should refer the matter to appropriat
as a legal advisor and those involved with caprying out the resolution (see 7.6).

bsolution is not agreed upon at this stagé,the organization should determine what furt

resolution methods, if any, are appropriaté-and applicable to the dispute, and inform the px

unde

7.5.2

rstanding in this respect.

Advisory and determinative methods

If an
and

advisory or determinative method (see Annex A) is to be used, the organization sho
repare for its participation in the process in an effective and efficient manner. Exampl

should take include:

ssigning a case,administrator;

etermining the preferred manner of participation consistent with the disput
rocedures (e.g. in person, by telephone, by written material);

aonducting further investigation, if needed;

can view the

ial position,
matter. The
fforts of the
appropriate
1 evaluation

btain additional input (see 7.4) regarding the proposed'settlement. The organization should decide

rganization
nt with the
e personnel,

her dispute-
ovider of its

tld schedule

s of steps it

e-resolution

i

© ISO

compiling and organizing the evidence;

dentifying potential witnesses and documentary evidence;

determining who has settlement authority in the matter;
developing an oral and/or written presentation, as appropriate;
assessing the potential for reaching a settlement before the process concludes;

participating in the process.
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7.5.3 Settlement

If the process results in a settlement, 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).

7.5.4 Acceptance of recommendation

If the process concludes with a recommendation (see Annex A), the organization should give serious
consideration to the recommendation and determine whether to accept it. The organization’s
acceptance or rejection should be communicated to the provider and complainant in accordance with
the dispute-resolution procedures and relevant codes of conduct. If accepted by the organization and

complainanf, the matter should be referred for implementation (see 7.6). If rejected, the organiz

should com

7.5.5 Rev]|

If the proceq
review of th
law. The pu
Clause 4) an
decides not

unicate its reasons for rejection to the provider and complainant.

iew of determinative decision

s concludes with a determinative decision, the organization should decide whether to s
e decision if such areview is available under the dispute-resolution precedures or appli
'pose of this review is to evaluate whether the relevant dispute-résolution principleg
d procedures were followed correctly. If there is no review available, or if the organiz
to seek such a review, the decision should be referred to appropriate personnel withi

organization to ensure that the resolution is carried out (see 7.6).

7.6 Imple

After the di
the resoluti
decision. Th

determi
organiz,
service,

NOTE 1

or deter
the prod
incurred

organiz
manufa
time frd

coordin|
and oth

bmentation of resolution

Epute is resolved, the organization should take wiiatever steps are necessary to carr
bn in a manner that is consistent with the settlement, recommendation or determin|
ese steps should include:

ning if any specific actions are required for implementation of the resolution by
htion (e.g. the payment of a refund erother amount, repair of the product, provisior
or taking other specific action thathas been ordered or agreed upon);

There can be specific actions.the complainant needs to take for the settlement, recommend
minative decision to be implemented (e.g. returning the product as a condition of a refund, bri
uct to a repair facility designated by the organization, or providing evidence of any loss or
due to the service failure):

assigning responsibilities. for such actions to appropriate personnel within and outsidg

ation (e.g. customer relations, financial officer, distributors, franchisees, sales
rturing) andJnforming this personnel of applicable deadlines or expected implement
mes, as appropriate;

ating:the implementation of the resolution among responsible personnel, the compla
ers, and monitoring the progress of implementation of the resolution by each;

htion

eek a
rable
(see
htion
n the

y out
ative

r the
of a

ation

nging
harm

the
and
htion

nant

confirming necessary actions have been completed;

implementation is delayed, with reasons for such delay;

notifying the provider when implementation of the resolution has been completed or, if

determining the complainant’s satisfaction with implementation of the resolution and closing the

dispute if the complainant is satisfied, and determining what, if any, additional action is needed if
the complainant is not satisfied with implementation of the resolution.

NOTE 2

resumption of the dispute-resolution process.
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Additional action can include further steps to ensure implementation of the resolution, or a
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Closing the file

When the resolution of the dispute has been satisfactorily implemented, or if the process concludes
without redress, the organization may close its file on the dispute and inform appropriate personnel
within and outside the organization. Records of the dispute should be maintained consistent with the
organization’s record retention policy.

8

8.1
The

displites. The organization can maintain its own dispute-resolution data or use data-obtai
provjder. Information collected should be relevant, correct, complete, meaningfuland usef

8.2
The

to id
the drganization’s products, services, customer satisfaction effopts;-complaints-handling 4
resolution procedures, representation in dispute resolution, andprovider selection.

8.3

There should be regular action taken to determine(the levels of satisfaction of compla
the dispute-resolution process. This can take the form of random surveys of complainan
techpiques.

NOTH See I1SO 10004 for guidance on monitdring and measuring customer satisfaction.

8.4

8.4.1 General

Maintenance and improvement

Monitoring

prganization should collect and record information on the nature, progress and't

Analysis and evaluation

(Lrganization should regularly analyse the dispute-resolution information that it collect
ntify systemic and unique problems, trends and opportunitiés for improvement of

Evaluation of the satisfaction with the disputesresolution process

Management review

nanagement should regtarly review the organization’s dispute-resolution process to:

maintain the suitability, adequacy, effectiveness and efficiency of the dispute-resolutio

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

identify-and correct deficiencies in the organization’s representation in the disput]
process;

bsults of all
ed from the
hl.

s or obtains
changes in
ind dispute-

inants with
's and other

h process;

ations and

e-resolution

d C [ R ana opportur C dld 1€ need 10or '-':‘ O 1€ d pute-resolu Ol PI
the organization’s products, services, processes, and customer satisfaction efforts;

evaluate the effectiveness of the actions taken in relation to risks and opportunities.

8.4.2 Input

Management reviews should consider information related to dispute resolution on:

cess, and to

external factors, e.g. changes in statutory and regulatory requirements, practices of competitors or

technological innovations;

internal factors, e.g. changes in policy, objectives, organizational structure, available resources,

processes and products and services offered;
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the overall performance of the dispute-resolution process;
feedback on the dispute-resolution process;

results of assessments of the provider’s methods;

risks and opportunities, including the related actions;

effectiveness of the actions taken to address risks and opportunities;

f corrective actions;

|

actions

NOTE T
effectiveness
complaints r
evaluation of]

8.4.3 Out

The output {

improvg
and oth

compet

dealing
dispute

Records of 1

|

Cbidcd clt P1 CViUuD I CViCVVD.
information on the overall performance of the dispute-resolution process could*“in
efficiency, customer confidence in the organization, customer satisfaction, perecenta

bsolved, costs (including in comparison to potential court costs), and the results-ofthe conf
the provider.

put
rom management reviews should include decisions on such matters as:

bments in the effectiveness and efficiency of the disputesrésolution, complaints-han
er processes, and in products and services;

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

with identified organizational needs and deficiencies (e.g. training programmes) relat
resolution.

hanagement reviews should be established*and maintained.

8.5 Continual improvement

The organiz

ation should continually improve the effectiveness and efficiency of the dispute-resol

process. Thiis can be achieved through\'corrective actions, actions taken in relation to riskg

opportuniti

The organi
to complain

The organiz,

explore

foster a

s, and innovative improvements.

ation should take action to eliminate the causes of existing and potential problems leg
s, in order to prevent recurrence and occurrence, respectively.

ation should:
identifydand apply best practices in the dispute-resolution process;

customer-focused approach within the organization;

clude
be of
inual

dling

ed to

1tion
and

1ding

encour

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

inform those responsible for developing the dispute-resolution process of any problems in the
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Annex A
(informative)

Guidance on dispute-resolution methods

General

The {
the ¥
to dg

document uses the function-based terms “facilitative

varid
and i

NOTH
natio|

A.2
A fad

resolution of the dispute. In general, no particular outcdme is recommended by the dispute

detel

erminology used to describe the different types of dispute-resolution methods varie§
vorld. The same term is sometimes used to describe a particular method imene d
scribe a different method in another country. To avoid terms that are used.iriconsi
", “advisory” and “determinative” to
us methods. This annex provides guidance on important characteristics.of the differsg
dentifies different terminology used around the world to describe these methods.

National standards bodies can supplement this annex with ong sontaining terminolog
h concerned.

Facilitative method

ilitative method is one in which the parties receivesassistance in reaching an agree

The

the parties in their communications. Such @ssistance can involve the use of a provide
techpology, such as an online dispute-resolution platform that is internet-based. In a pass
the provider’s personnel or technology-only transmits the parties’ positions and proposed s
porates and records any agreement, which can then be enforceable as a contract. Such facilitation

incot

is oftlen called conciliation or assisted negotiation. In some parts of the world, however, the n

metH

The

part]
agre
medi

The
medi|

ore passive method is one in which assistance from the provider’s personnel is limite

od is called mediation.

ore active methodentails the active participation of a dispute resolver intended f{
es to identify the iSsyes, to generate options, to consider alternatives and to endeavou
bment, which can-be enforceable as a contract. This more active facilitative method is
ption. In someparts of the world, however, the more active method is called conciliatio

Hispute resolver using an active facilitative method is sometimes called a facilitatol
ptor orspeltral.

'mination of an outcome is made. Facilitative methods can range from passive to active¢.

throughout
ountry, and
stently, this
Hescribe the
nt methods,

y used in the

ment on the
resolver. No

h

d to helping
r’s software
ive method,
blutions and

nore passive

o assist the
" to reach an
often called
n.

. conciliator,

A3

Advisorvmethod

T CITOUTE

A {
T Ty EEE

An advisory method is one in which the parties are given suggestions on how factual, legal and other
issues should be resolved, on possible outcomes and how they can be achieved and, in some cases,
recommendations.

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.
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A.4 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)
b)
‘)

if notre

in the absence of further action by either party, or

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

jected within a certain period of time, by either party.

NOTE 1 TlLe situation described in bullet a) is typically referred to as (binding) arbitration or evalu

the situation|
evaluation.

NOTE 2
legally.

Aj

The dispute
neutral or of

NOTE3 In
resolution in
becoming an
canrender a
regulatory r¢
process in th

5 described in bullets b) and c) are sometimes referred to as conditionally binding agxbitrati
indicated elsewhere, in some parts of the world it is not permitted to bindseme complai

resolver using a determinative method can be called an adviser, arbitrator, panel, evalt

mbudsman.

some parts of the world, the same dispute resolver can conduct.more than one method of di

the same dispute, e.g. a facilitator can move from active facilitation to providing advice (at that

adviser) if the complainant has not been satisfied in the fagilitative process. Similarly, a facil

Hecision if the facilitative process has not resolved the case.n other parts of the world, statut

b same dispute.

tion;
on or

hants

ator,

spute
time
tator
ry or

quirements do not allow the dispute resolver to conduet more than one type of dispute-resolution
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Annex B
(informative)

Interrelationship of ISO 10001, I1SO 10002, this document and
ISO 10004

Fl Uke B1 illuctratac thao araganigation’c nwencsaccac vwalatad 0 ~oda of ~onduct ~oanlag 0t handlin
gure—B-1illustrates—theorganization’s processes—related—to—code—ofconduct—complai g,

extefnal dispute resolution, and customer satisfaction monitoring and measuring.

NOTH A complaint can be initiated by a customer or another complainant.
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Figure B.1 — Interrelationship of ISO 10001, ISO 10002, this document and ISO 10004

18 © ISO 2018 - All rights reserved


https://standardsiso.com/api/?name=1c5cd1b7a1dc22a132026374f415e5c7

1SO 10003:2018(E)

Annex C
(informative)

Guidance on consent to participate

C.1 General

Participation of complainants in dispute resolution offered by the organization should‘h
Consent to participate should be based on full knowledge and understanding of the process
outcpmes. When the customer is an individual purchasing or using products andrservices
or hgusehold purposes, consent to participate should not be a required condition for rec
products and services.

Volu

Therg are two significant issues regarding consent to participate;

C.2

Inforjmation about dispute resolution:provided to customers and complainants prior td
participate should include:

what information should be provided to the customer and‘eomplainant so that consent t
iis based on full knowledge and understanding (see C,2J;

Yhen is it appropriate to obtain consent to participate (see C.3 regarding consent td
Ibefore the dispute arises; see C.4 regarding consent to participate after the dispute has

Information prior to consent to-participate

tthe method(s) of dispute reselittion used;
tthe scope of authority ofithe provider;

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

or expenses_ that have been incurred in dispute resolution;

the critexia against which the dispute will be evaluated (e.g. codes of conduct, lega
equityd;

e voluntary.
hnd possible
for personal
piving these

\tary consent to participate is based on both the parties’ full knowlédge and understanding of the
process and possible outcomes.

participate

participate
arisen).

consent to

ﬂ)ossible typesofremedies, maximum compensationthatcanbeawardedand possiblereibursement

| principles,

q ignifiranf differences from court prnrndnrnc;

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 th
dispute-resolution procedures;

expected time frames for the completion of each different method;

e applicable

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.

© ISO 2018 - All rights reserved
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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 products and
services 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:

f 1t t:"n mathadcthat ot +0 ool iaya ol ptonyy wacaliti o bbb o ot o
acl 1 a LV O IIICLITUUOD UIIdU dITIT LU dulIrfvvoe vuiIuIlitar -y I'COUIULIVUIT l.l)’ CIIC l.l(/ll tic o,

— methodp that result in recommendations that become binding if both parties agree;
— determjnative methods that are binding only when the complainant accepts the deciSion;

— agreements to participate in dispute resolution made after the dispute arises.

C.4 Consent to participate after the dispute arises

Where conspnt to participate in determinative dispute resolution is obtained after a dispute arises, the
parties shoyld sign an agreement to participate, which should containf description of the disputeto be
submitted tp the dispute-resolution process, the name of the providér and how to obtain a copy qf the
applicable diispute-resolution procedures, and the scope of the dispuite resolver’s authority.
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Annex D
(informative)

Guidance on accessibility

D.1 General

A digpute-resolution process should be easy to find and use.

Accepsibility to dispute resolution depends on effective communications and promotion r¢garding the
availpbility of the process, affordable costs for using the process, and absence of,barriers|to invoking
and participating in the process.

D.2 to D.7 give examples of different ways of making the dispute-résplution process| reasonably
accegsible.

D.2 | Communication

The gvailability of dispute resolution should be communicated widely to complainants, othdr customers
and ¢ther relevant interested parties.

Inforjmation and assistance should be made availablé.in whatever languages or formats ar¢ used in the
information pertaining to the products and services when offered or delivered. Informatign should be
written in clear and unambiguous language, and-it should be available in alternative formats, such as
audig, large print, large raised letters, Braille;py email or on an accessible website.

NOTH An alternative format describgs,*a different presentation or representation intended to make
information accessible through a differentymodality or sensory ability. By providing all input and g1l output (i.e.
information and functions) in at least one alternative format (e.g. visual and tactile), more people, including
some|with language/literacy problems, can be helped. Presentation factors that can affect legibilitly and ease of
undefstanding include:

— lgyout;
— pfint colour and cofityast;

2]

ze and style 6ffont and symbols;
— the choicé\and use of multiple languages.

Instrpctions for use of products by consumers is given in ISO/IEC Guide 37.

Communications can be made by the organization at various times, such as at the point of sale and at the
time a complaint is filed with the organization. As a minimum, the organization should communicate at
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.
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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 p

rocess 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 participation without requiring travel.

D.5 Infoy

mation

Easy-to-understand and complete forms for initiation of dispute resolution, and other literaturg
dispute-resolution process and explain how parties can best participate, should be nade

describe thg
available.

Information|

and servicey.

that

and forms should be provided in the same languages as those used toymarket the prodlucts

D.6 Trained personnel

Trained per;
process, inc
should be ay

The assistaj
needs, so th

D.7 Infoy

The process|

Formal rule
their own p
other party,

sonnel and other resources to assist all parties with any aspect of the dispute-resol
uding filing a dispute, presentation of the case and éxplanation of the scope of the pra
ailable.

ice provided should also consider the needs:of persons with disabilities or other sp
ht they can participate effectively.

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

5, as applied in a court of law;'need not be followed. The parties should be allowed to pr
ositions, arguments and eVidence and to hear or see the substantive part of those d
although a dispute résplver can limit the evidence, if it is irrelevant or repetitive.

Parties should be allowed to~be represented or assisted by any person of their choice, unless
ot allow suchxepresentation. The provider should confirm that the choice has been ade

law would 1
voluntarily.
usually resy
settle the di

Presentatio

It is also helpful for a represented party to appear personally during the process, asg

ition
cess,

ecial

bsent
f the

local

that

Its in th€ best evidence being presented and ensures that someone with the authority to

Spute is;available.

hs”ean be made in person, by telephone or other electronic communication, or in wr

ting.

The parties

22
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Annex E
(informative)

Guidance on suitability

E.1 General

The type of dispute-resolution method offered to parties to a dispute, and the potential remedies
availpble to a complainant, should be suitable to the nature of the dispute.

E.2 | Suitability of methods

Organizations can choose to offer complainants one or more types of dispute-resolution methods,
depending on such factors as:

— o¢rganizational needs and circumstances;

— ¢ustomer preferences;

— provider recommendations;

— the likely duration of dispute resolution;

— gosts;

— the complexity of the issues;

— the need for confidentiality;

— the desire or need for a continuing relationship between the parties;
— Trelative bargaining strengths of the parties;

— the need for flexible dutcomes;

— the need for a deeision or findings on conflicting evidence;

— the need for.external enforcement;

— the needor technical or other experts and the importance of legal issues;

— theneed 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.

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;
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— refund of the cost of a product;

— refund of the cost of a service;

— rescission of the contract of sale;

— adirective 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 damages and other damages.
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Annex F
(informative)

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

pers
proc

bnnel and dispute resolvers engaged in dispute resolution are impartial and objec

as bging made independently.

Disp
time
are t

a combination of activities.

NOTE 1
assod
of thd
to be

cost of the process. In addition, an association providing or endorsing a dispute-resolution pr
governed by members, who can from time to time be parties\to dispute resolution under the

bsses, recommendations and determinative decisions are fair to both parties and'arg

rive, so that
recognized

ite resolvers and dispute-resolution personnel should be insulated from influénce by parties at all
5 in the process, so that their efforts to determine eligibility and to reach aTesolution
he result of independent judgement. Impartiality, objectivity and fairness can be best

of a dispute
achieved by

In most private sector “business-to-customer” dispute-resolution schemes, funding cqmes from an
iation and/or the business party to a particular dispute. This funding can represent all or a sulpstantial part

bcess is likely
scheme. This

“fairpess” principle is intended to ensure that efforts to resolve any dispute are not influenced by these financial
or mg¢mbership relationships.

NOTH 2

to hgve executive level personnel not engaged in dispute resolution (e.g. the chief executive

opers
busin

tions officer or chief financial officer), but who\negotiate contracts and engage in other relat

requirement is pertinent to the resolution of particular disputes.

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

© ISO 2018 - All rights reserved

pplying advisory or determinative methods according to published procedures th

vailable to the parties pfigr to initiation of any process; such procedures and their

The term “dispute-resolution personnel” is used in recognition of the fact that a proy

ider is likely
officer, chief
onships with

ess participants that are unrelated to the handling of any dispute. The fairness and independent judgement

it are made
application

hould provide all partiés with full, fair and equivalent opportunities to participate in any methods,

nd should ensure that any recommendations or decisions are based on the evidence an
resented to the dispute resolver;

H arguments

dopting conflict of interest policies and ethical codes for personnel and dispute refolvers, and

nly assigning dispute resolvers to a dispute-resolution process where they can be ex

pected to be

bjective; @ dispute resolver’s personal feelings, opinions or interests should not influ¢nce his/her
onduct,. e.g. if a dispute resolver is employed by one party to a dispute, this can affect the ability of

heddispute resolver to maintain objectivity;

assuring that compensation (If any) of dispute resolvers 1s not aifected by the nature of particular

settlements, 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
as affecting impartiality; the parties should be allowed an opportunity to challenge the selection of
any dispute resolver for good cause;
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available to complainants the services of technical experts (including legal experts), where

appropriate and necessary for the fair resolution of the dispute;

— whereallowedbylocallaw, providing for compulsion of testimony inan 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;

— commu
totheo

NOTE 3
equity, c

— where {
that it is

— determ

hicating in plain language and in writing the recommendation or decision, and its ratignale,
ganization and complainant, with sufficient detail so that it can be effectively implemented;

When not contrary to applicable law, determinative decisions can be based on legal prindiples,
bdes of conduct, or a combination of these.

recommendation for settlement is accepted by the parties, documenting it in writing so
enforceable under applicable law;

ning whether the parties have complied with any settlement or determinative decision.
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Annex G
(informative)

Guidance on competence

General

Orgalnization personnel, providers and dispute resolvers should have the personal attril

train
shou
train

Comj

G.2

Qual
level
as inf

G.3

Trairn
exan

q

I q

NOTH
decis
resol

ing and experience necessary to discharge their responsibilities in a satisfactory m3
Id be maintained and improved through means such as additional work expériend
ing including supervision, and periodic re-evaluation.

betence can be ensured through a number of techniques. These are set out below.

Qualifications

fications for personnel and dispute resolvers should be estaplished such that they eng
appropriate to the disputes to be heard by the provider, and they emphasize diligence
portant qualifications.

Training

1ing should be provided to personnel and dispute resolvers in required knowledge aj
iple:

gny applicable eligibility requirements pertinent to disputes to be heard by the providg

he importance of fairness and methods to achieve it;
he techniques available t¢ assist the parties;

he policies and procedures applicable to the conduct of each method of dispute resolut]
hey will engage;

iny applicablelegal principles, codes of conduct or principles of equity that apply in a d
Depending on the type of disputes to be heard, the bases of recommendations or d

ons, andsthe preferences of the organization, formal legal training and professional licensi
ers, ismot always necessary, unless required by local law.

butes, skills,
nner. These
e, continual

ure the skill
and honesty

nd skills, for

r;

ion in which

ispute.

eterminative
ng of dispute

G.4

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.

NOTE Additional guidance concerning the competence of personnel is provided in ISO 10015.
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Annex H
(informative)

Guidance on timeliness

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

In applying
different m
sufficiently
needs and e

Time frame|
accountabil

Itis also hel
such trackir]

Timeliness 1§

this principle, it is helpful to establish expected time frames for the completion. 6f
pthod offered, and to communicate them to all relevant parties. Time frames shou
flexible to take account of the differences in the complexity of disputes and)thé diff
kpectations of parties in a particular dispute.

s can be affected by applicable legal requirements. The parties and'the provider §
ty for compliance with established time frames.

bful if the progress of the dispute is tracked and the parties are iiformed of the progre
g information is made available to the parties and to the dispute resolvers.

s also important when the parties are entitled to use jadicial procedures or the mef]

of another provider within a certain time period. If the dispute-resolution process is prolonged

ability to filg
representat
disputes, or

e a case in court could be impeded. Timeliness can be'best achieved when the organiza
ve in a dispute-resolution process is either vested-with clearly defined authority to s
can quickly obtain authorization from others in the organization.

each
d be
brent

hare

BS, Or

hods
, the
ion’s
ettle
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