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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that
are members of ISO or IEC participate in the development of International Standards through
technical committees established by the respective organization to deal with particular fields of
technical activity. ISO and IEC technical committees collaborate in fields of mutual interest. Other
international organizations, governmental and non-governmental, in liaison with ISO and IEC, also
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1 rules of the ISO/IEC Directives, Part 2 (www.iso.org/directives).
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Cument was prepared by the ISO Committee6n Consumer Policy (COPOLCO).

rond edition cancels and replaces the first edition (ISO/IEC Guide 76:2008), which has bee
hlly revised.

n changes compared to the previous edition are as follows:

ition of consumer principles based on Consumers International’s eight fundamental
sumer rights;

ition of basic elements)of customer service and service provisions;

gration of custémer service and service provision elements with consumer principles within
ble;

ating of bibliographical references;

ition\of a “what, who/to whom, where, when, and how” approach to developing a servic¢
hdard;

— simplification of the text to facilitate its use.

Any feedback or questions on this document should be directed to the user’s national standards body. A
complete listing of these bodies can be found at www.iso.org/members.html.
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Introduction

0.1 Consumers are a key stakeholder group in the standards development process. This do

cument

gives writers of service standards the opportunity to understand the consumer perspective, even when
a consumer representative cannot participate directly in the development process. It is intended for use

by all those involved in the preparation and revision of all service standards.

0.2 Standards are 1ncreasmgly belng developed to cover services. Thls reflects the increasing

the end users of many services. Delivering services that address key consumer issues is esse
successful business.

D.3 Taking the needs of consumers into account is likely to lead to a reduction in custemer con
and the business costs incurred because of poor service.

D.4 Consumers are individuals with different needs and characteristics. Fhis document
standards writers to prepare service standards that take the needs of all Consumers into 3
egardless of their circumstances or ability, including those who have different needs (e.g. d

hplaints

enables
ccount,
hildren,

plder people, those with a disability, those from different ethnic and ¢tiltural heritages or thgse who

an be in a vulnerable situation due to illness, bereavement or other personal circumstances).
NOTE The future ISO 22458 will cover inclusive service.

0.5 Consumers are individuals with different needs and eharacteristics, but collectively thej
yorld citizens. Standards developed in accordance with<his document can help businesses to
public concerns at a global level, including ethical and environmental issues.

 are all
hddress
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Development of service standards — Recommendations
for addressing consumer issues

1 Scope

This document provides guidance on how to meet the needs of consumers in the developmentof service
gtandards. This document can be used by anyone involved in the development of service standqrds and
an be applied to any service.

This document is relevant to the full range of services, whether or not a formal contract is entefed into
¢r purchase price paid. It also has relevance for public or charitable services, e.g.@ducation, health and
are provision, where a financial transaction has not necessarily taken place,

This document relates to the provision of services and therefore does noet.nclude specific refefence to
management systems or professional competence requirements.

Normative references

here are no normative references in this document.

Terms and definitions
or the purposes of this document, the following\terms and definitions apply.
SO and IEC maintain terminological database’s for use in standardization at the following addresses:

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

IEC Electropedia: available athttp://www.electropedia.org/

sability of a product,(service (3.11), environment or facility by people with the widest rfange of

different presentation of information, which can make services (3.11) accessible to those with dispbilities

rcustomer satisfaction> expression of dissatisfaction made to an organization, related to its pr¢duct or
f ecomptat =trandting proce itsetf-wherearespo SV "'citlyor

’

implicitly expected
[SOURCE: ISO 9000:2015, 3.9.3]

3.4

contract

agreement by which one or more parties are obligated towards one or several other parties to provide
a service (3.11)

Note 1 to entry: A contract can be binding, whether verbal or written.

© ISO/IEC 2020 - All rights reserved 1
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3.5

consumer

individual member of the general public who is the end user of services (3.11) or service-related goods
(e.g. a smart speaker)

Note 1 to entry: For the purposes of this document, use of the term “consumer” includes a range of potential and
existing service users, e.g.

— those thinking about using or purchasing a service;

— thogewho have purchased a one-oif Service;

— thoge in a short- or long-term service contract (3.4);
— end}users of a service paying directly for the service;
— end|users of a service not paying for the service.

Note 2 tp entry: The end user might not be the customer (3.6) who purchased the service, €. persons having
meal at 4 restaurant that is paid for either by one person in this group or by a different person.

S

3.6
customer
organizption or individual member of the general public purchasing™ot using services (3.11) for
commefrcial, private or public purposes

Note 1 tp entry: The customer has a direct interaction with the servicesprovider (3.12). The customer can be the
purchasgr of the service, or in a contract (3.4) with the service provider. The customer is not necessarily the end
user of g service.

[SOURCE: ISO 26000:2010, 2.3, modified — The words~purchasing property, products or services|
have befn replaced with “purchasing or using” and Note*1 to entry has been added.]

3.7
customer satisfaction
customgr's (3.6) perception of the degree to which the service provider (3.12) has fulfilled the customer’s
requirements and expectations

Note 1 t¢ entry: Complaints (3.3) are a common indicator of low customer satisfaction, but their absence does not
necessatily imply high customer satisfaction.

Note 2 tp entry: Even when customer requirements have been agreed with the customer and fulfilled, this doe
not necefssarily ensure high customer satisfaction.

[SOURCE: ISO 9000:2015, 3.9.2, modified — The words “the customer’s expectations have bee
fulfilled” have been/peplaced by “the service provider has fulfilled the customer’s requirements an
expectdtions” and the original Note 1 to entry has been removed.]

3.8
customler-service

interazqion of an organization with the customer (3.6) throughout the phases of service provision an
after sales service (3.11)

[SOURCE: ISO 10002:2018, 3.5, modified — The article “the” has been replaced with “an” before
“organization” and the words “throughout the life cycle of a product or a service” have been replaced
with “throughout the phases of service provision and after sales service”.]

3.9

consumer representative

individual or organization with the training and experience to advocate and represent the views of
consumers (3.5), in order to protect consumer interests

2 © ISO/IEC 2020 - All rights reserved
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3.10
feedback
opinions, comments and expressions of interest in the service (3.11) or the complaints-handling

process

[SOURCE: ISO 9000:2015, 3.9.1, modified — The phrase "product,” before "service" has been removed.]

3.11
service
activity, or set of activities, provided for the benefit, or to meet the needs, of a consumer (3.5)

Note 1 to entry: Services are generally intangible and often mutable.
Note 2 to entry: A service can be:

1 stand-alone, or bundled with a product;

1- provided by an organization or an individual;

1~ a short term, one-off or repeated interaction (e.g. a hotel or restaurant), or part of an ongoing, I
relationship [e.g. a mobile phone contract (3.4), mortgage or insurance policy];

1~ provided free of charge or against payment (in advance, in arrears, in instalments), either directly [e
service provider (3.12)] or indirectly (e.g. in the case of education, health-or care services provided k
authority).

Note 3 to entry: Due to the variety and complexity of some servicesya different definition of a “service” g
in some standards depending on the particular circumstances,df.the service being provided.

ote 4 to entry: The individual or organization acting as the service provider might offer more than
ervice.

A2
ervice provider
ntity that offers one or more services (3.11)

ote 1 to entry: The entity can be an indiyidual or an organization.

ake precautions to preventorreduce the impact of a failure in some aspect of service provisior

14

onsumer vulnerability

tate in which an‘individual can be placed at a disadvantage, or at risk of detriment, during
nteraction with,@ service provider (3.12) due to the presence of personal, situational and
nvironmentfactors

ote 1 tosentry: Anyone can be vulnerable at any time. Vulnerability can be temporary or permanent.

ote&2\to entry: Factors that contribute to consumer vulnerability can be personal (e.g. health, illness,

ng term

.g. to the
y alocal

an apply

a single

his/her
market

injuries,

isability, impairment) or situational (e.g. job loss, bereavement, low level of literacy).

Note 3 to entry: An organization’s processes and procedures can reduce or exacerbate consumer vulnerability.

Note 4 to entry: A consumer (3.5) when vulnerable can:

— beat higher risk of experiencing negative outcomes when interacting with service providers;
— have limited ability to maximise his/her wellbeing;

— have difficulty in obtaining or assimilating information;

— beless able to buy, choose or access suitable services (3.11);

— be more susceptible to certain marketing practices.

© ISO/IEC 2020 - All rights reserved
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3.15

personnel

staff

persons responsible for delivering a service (3.11) on behalf of the service provider (3.12)

Note 1 to entry: Personnel can include volunteers, subcontractors and agents, as well as paid employees.

4 Using this document

4.1 Cpnsumer interests in services
This document provides an overview of how consumer interests should be identified and taken int¢
accountin the development of standards for services.
4.2 Structure

This dofument outlines the process standards writers should follow to ensure that,consumer interests
are congidered at all relevant stages of their work:

— Clause 5 outlines a process for standards writers to use to address-the key areas of consumer
int¢rest, including the needs of older persons and persons with disabilities. It also gives guidanc¢
on how to ensure consumer interests are considered in the process.of making a standard.

— (Clapse 6 identifies the key consumer issues to be addressed atall'stages where there is aninteraction
beteen the service provider and the consumer.

— Clause 7 describes how to apply the consumer principles to key elements of service.

4.3 Benefits of using this document

The application of this document can have widespread benefits for service standards writers, entitieg
using those standards and the consumers that tise those services, as outlined in Table 1.

Table 1 —'Benefits of using this document

To standards writers To industry To consumers
O Conspimer insight — checklist 6f O Give consumers what they O Better quality services — higher
key conpumer issues to includ¢ want and need levels of satisfaction

O Expeft advice — in line with best |0 Keep existing customers and |0 Safer, more accessible services
practice win new ones

O Prov]des a template’fer writing O More efficient processes — | Increased transparency, e.g. costs,
standands — saves tilme and effort! save money terms and conditions

O Holistic appreach, e.g. reminding 0 Avoid common problems and | More effective redress systems
of relevant standards, legislation and |reduce complaints
key hor]zontal issues

O Ensure consistency T Enhanced credibility and OO Increased confidence and trust in
brand reputation service providers
O Provide mechanism for continuous |[] Maintain and enhance cus- [ Increased expectation that the ser-
improvement tomer satisfaction vices will meet the service provider's
value proposition

5 Before starting work on a standard

When drafting a service standard, it is important to ensure that the document deals with all relevant
aspects of the service. Before starting work, it can be helpful to think about the following questions:

a) What does the service consist of?

4 © ISO/IEC 2020 - All rights reserved
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This describes the core elements of the service provision and what is on offer to consumers. A service
that offers something a consumer wants or needs is the main reason for consumers to consider using

the service.

b) Who is the service provider?

The service provider is the individual or organization ultimately responsible for delivering the service to
consumers. The service provider is responsible for complying with the agreed service level, regardless

of whether other intermediaries have participated in the process.

) To whom is the service provided?

he consumers receiving the service are those whose needs and expectations the seryice inf
ulfil. It is very important that their profile is clearly identified. The consumers can be-individy
roup, a person or an organization with legal entity. There can be consecutive service'episodes {
ervice provider’s objective being to satisfy all of them.

ends to
alsora
vith the

t can be necessary to narrow the range of consumers to whom the service/is'addressed. If there are

onsumers (e.g. children) to whom the service is not addressed, this should be indicated in th
nce the target group of consumers has been identified, research shoulddbe conducted to ident
eeds and expectations. It is particularly important that research is done to identify the specif
f consumers when vulnerable.

) Where is the service provided?

The place, physical or virtual, where the service is provided.Is the natural, built or online enviy
gafe and accessible? Will equipment need to be provided? If so, the safety and accessibilit)
¢quipment will need to be addressed.

¢) When is the service provided?

f a service do not necessarily take place at a specific moment in time and can vary from one
ector to another. Service can be provided in the form of a single event (e.g. parcel delivery)
ontinuous provision (e.g. telephone-ine); it can be composed of just one single core service (e.g
ce cream) or several (e.g. accommodation) and can also include levels or options (e.g. pren
tandard service).

) How is the service provided?

he way in which the ‘service is provided, including the methodology, sequence or procg
ersonnel involved‘in the provision of the service? At what points of the service do personnel
ith consumers?

he process_outlined in Table 2 is intended to help ensure that key consumer issues are identi
ddressed'when developing a new service standard or at each revision of an existing one.

OTE This process is based on one in ISO/IEC Guide 71.

P scope.
fy their
c needs

onment
/ of the

The moment or period of time when servic€’provision is carried out. The beginning and ternpination

service
or as a
.selling
nium or

ss. Are
interact

ied and
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Table 2 — Consideration of consumer issues at service standard development stage

Stage 1:
Define stand-
ards project

Identify:

— The purpose, scope and field of application of the standard or other deliverable.
— The different types of service provider that deliver the service.

— Who s likely to use the service? Who is it intended for? Who else can potentially be
impacted by the service?

—Wratare the potentiatbemefitsamd riskstocomsumners?
— What are the current levels of satisfaction with the service, and are there any common
problems that need to be addressed?
Stage 2 Ensure:
Create_ — Training is provided for committee members who are unfamiliar with the process of
committee standards development.
— Committee members are made aware of, and have access to, releyant Guides.
— The committee has balanced representation from service providers and others who
have an interest in the service provided, including consumer representatives.
— Consideration is given to data regarding the consumer‘experience of the service, e.g.
consumer complaints and accident data.
— The committee makes use of information fromdther sources such as service providers,
user groups, user surveys/focus groups, matket surveillance, validated online reviews.
Stage 3 Ensure:
Develop — The standard has addressed the needsof the widest range of potential consumers.
content of
standard — The standard has minimized possible safety, privacy protection and security risks and
provided adequate information,about those risks that cannot be eliminated.
— The standard has maximised the accessibility to the widest range of users, including the
use of assistive technelogy where relevant.
— There are appropriaté methods for evaluating performance against consumer
expectations which will also drive continuous improvement.
Stage 4 Ensure:
REVIEV\:I — The draft standard is circulated to consumer representative groups who can potentially
process be affected by that specific service to seek comments.
— Fhedraftis circulated to a wide range of business user stakeholders to seek comments.
-+~ Where possible, the trial of the standard with a real-life case study. This can be a good
test of how well it works.
Stage 5 Ensure:
Publish — The standard can be reproduced in accessible formats, if required.
standayd
— There is a plan for the application and promotion of the standard.
Stage 6: The standard needs to be reviewed regularly to ensure continual improvement. The review
Review should consider:
standard — Who is using the standard?
— How isitused?
— Isitstill relevant to consumers?
— Are there any new risks for consumers?
6 © ISO/IEC 2020 - All rights reserved
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6 Key consumer principles to be addressed

6.1 General

The key consumer principles, or consumer rights, form the foundation of the consumer interest and
should be considered at every point of service planning, design and delivery where there is likely
to be contact between consumers and service providers (see Clause 7). The considerations of these
principles throughout the development of service standards will help service providers to ensure they
are addressing consumer needs and will drive continuous improvements.

.2 Choice

romoting consumer choice is a fundamental consumer principle. Consumers should be |offered
omparable and realistic options, so they are able to choose the service that best meefs their
equirements. In standardization, this means that a standard should not faveur any one pafrticular
upplier or be unnecessarily restrictive of the form of service provision. Various characteristics of a
ervice will be balanced with the need to maintain value for money and a competitive market.

.3 Access

ccess to services is a function of the ability of consumers to afford the things they need or want, at
time that is convenient for them. Services should be made available to the largest possible pumber
f consumers regardless of location, social and economict considerations and physical or|mental
mpairment. Essential services (such as water, energy and health care) should be accessible to|all. The
nterests of the full range of consumers from children, slder persons, people with variations in physical
nd mental abilities and those with different cultural*and ethnic backgrounds and their needg should
e included in the development of relevant standards. Standards should ensure that service$ do not
nreasonably discriminate against any particular group of consumers.

pecial consideration should be given to identifying and responding to consumers when vulneraple who,
ue to a wide range of personal factorssean be at risk of disadvantage or detriment when int¢racting
ith a service provider and require amore flexible and inclusive approach.

OTE Further guidance on addressing accessibility in standards is given in ISO/IEC Guide 71.

4 Information

ithout clear, accurate, simple, relevant and timely information, in accessible formats, corjsumers
annot make informed choices about the services they use. Information and its communicatioh play a
rucial role in the-selection, provision and effective use of services because, unlike products, tlere are
ewer tangible‘elements to assist the consumer in gauging quality, fitness for purpose, value for] money,
tc. Communication of information, especially prior to purchase decision or contract signature,|and the
anner gf doing it (including the attitude of personnel) is a fundamental consideration.

OTE Further guidance on purchase information for consumers is given in ISO/IEC Guide 14.

6.5 Safety

Consumers have the right to expect, and are likely to assume, that all services provided are safe. Safety
can include physical safety, health and hygiene, as well as safety, security and privacy of personal
data, such as in financial services and e-commerce. Organizations should take all reasonable steps
to identify potential risks to consumer safety and minimize them. Where the service has inherent
risks, e.g. adventure holidays, it is essential that consumers are provided with information at the pre-
purchase stage that clearly explains the potential risks, and responsibilities of the organization and the
consumers in minimizing these risks. Safety is particularly important when considering people when
vulnerable.

NOTE1  Further guidance on child safety is given in ISO/IEC Guide 50.

© ISO/IEC 2020 - All rights reserved 7
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NOTE 2  The future ISO 31700 gives guidance on privacy by design for consumer goods and services.

6.6 Redress

If something goes wrong, consumers need to feel confident that there are appropriate provisions in
place to handle any concerns or complaints, irrespective of whether the service is provided nationally
or cross-border. Organizational procedures should ensure the provision of accessible and effective
systems for complaints and feedback, as well as access to impartial dispute resolution services for
complaints that cannot be resolved by the internal complaints process. Customer feedback should be
used by[the service provider to drive continual IMprovement in 1ts Service provision.

NOTE 1| Guidance on complaints handling in organizations is given in ISO 10002.

NOTE 2| Guidance on dispute resolution is given in ISO 10003.

6.7 Stistainability

4

Servicef should be developed in a way that meets the need for sustainability. Sustainability can b
defined| as the state of the global system, including the environmental, social, climatic, ethical anc
economly aspects, in which the needs of the present are met without compromising the ability of future
generatjons to meet their own needs. Sustainability covers a wide range”of social, environmenta
and ethical issues from supporting local communities to protecting global resources. For example
organizptions should treat their workers fairly and should minimize the negative impact of their
businesses on local communities. Organizations should also consider their impact on the environmeng
by reduring waste and minimizing the use of resources such as water and energy use.

=

4

NOTE 1| Further guidance on addressing sustainability in standards is given in ISO Guide 82.

NOTE 2| Further guidance on social responsibility is giver<in 1SO 26000.

NOTE 3| Further information on the United Nations Suistainable Development Goals is given in http://www.ui
.org/suskainabledevelopment/.

6.8 Representation

Consunjers have the right to be heard. Standards development organizations should ensure that al
consumfers, including groups in vulnerable situations, are represented in all technical committees o
working groups where the subjectmatter has an effect on consumers. If this is not feasible, they shoul

use othér ways to ensure that.consumer interests are considered, e.g. by consulting COPOLCO member

while ngtional representatives’'can consult their local consumer organizations. Service providers shoul

listen tg the consumer voice’and ensure that the needs of their consumers are central when developin
services, and that customer feedback is used to improve services. Increasingly, the mechanisms fo
obtaining feedback‘enservices are online or by email. Particular care is needed to ensure that suc

avenued are valid-and accessible to the widest possible group of consumers.

6.9 ality

The quality of Services 1s a subjective 1Ssue, but consumers expectations should be met or exceeded.
For example, some consumers will be willing to accept a lower quality for reasons of price, providing
this does not compromise safety (see 6.5). The service should be fit for purpose and as described. The
key issue is that services should meet or exceed consumer expectations. This is one reason why quality
is not included as a consumer right.

EXAMPLE A hotel can be 5-star or 1-star. Both are value for money if expectations are met, but the quality of
the services provided is very different.

8 © ISO/IEC 2020 - All rights reserved
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6.10 Privacy and data protection

Services should be designed and provided in a way that ensures application of appropriate m

easures

for security and safeguarding the consumers’ personal data and for obtaining necessary consent for

sharing of personal data with third parties.

EXAMPLE The European Union General Data Protection Regulation provides a legislative framework for

privacy protection within the European Union.

NOTE The future ISO 31700 will cover privacy by design for consumer goods and services.

How to apply consumer principles across common elements of service

.1 General

he service matrix in Table 3 illustrates how service providers can address consumer issues
y mapping common elements of service (see 7.3) against key consumer questions, prompting
roviders to consider a wide range of consumer needs and principles, at all stages of service g
nd delivery (see 7.2).

.2 Stages of service provision

his document focuses on services that have a direct impacton consumers, where there is an
finteraction between the service provider and the consumer at some point during the service
process. This interaction can occur at:

4) pre-service delivery — the period of time prior to purchase, transaction or decision-
when consumers are comparing, considering‘or choosing services;

) service delivery — the period of timé during which the consumer is using or consun
service;

) post-service delivery — the period of time after service delivery, after the contract te
ended which can include feedback, complaints or dispute resolution.

/.3 Common elements-efservice

Although it is recognised that all services are different and service providers can intera
onsumers in a varietyof ways, there are a number of common elements to service provision f
Ibe applied to a widevariety of service industries. These include:

1+ strategy.and principles;
1+ service planning and design;

1T «contracts;

see 7.4)
service
lanning

blement
lelivery

making,

ing the

rm has

ct with
hat can

nrent

— communication with consumers;

— staff and resources;

— privacy and security, data protection;
— billing and payments;

— feedback and complaints;

— continual improvement.
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Common elements of service can apply to one or more stages of service delivery (see 7.2) and should be
considered by service providers, where relevant, to ensure that the needs of consumers are taken into

account.

NOTE

7.4 Consumer questions

ISO 14452 specifies requirements for network services billing.

Across all the service elements, consumers are likely to have a range of different needs and ask a variety

of questions{seetabte 3}~ The tistofquestionstsmotexhaustive; furtirerquestionscamariseinretation

)
to partigular service sectors, which can be mapped across to service elements in the same way.

Table 3 — Service elements, consumer principles and related consumer questions

SERVICE MATRIX OF THIS DOCUMENT

Common service
provision elements &
delivery phases

(Pre4 Delivery, Post)

Description of
service provision elements

Relevant
consumer
principles

Consumer questions

Servicd planning and
design

Pre-

Understanding the target market,
identifying adequate resources
(people, money, equipment), emer-
gency planning, safeguarding

Access, choice;
representatioh,
safety, sustaina-
bility

Am I eligible for the
service?

Does the service provider
consider my specific
needs, preferences and/
or limitations?

Strategly and principles

Pre-, D¢livery, Post-

Organizational strategy, guiding
principles, aims and objectives,
target user

Access, choice,
information,
representation,
safety, sustaina-
bility

What added value/value
proposition does this
service have for me?

Servicqg environment

Pre-, D¢livery

Risk assessment, service’environ-
ment accessibility, service personnel
availability, computing systems,
equipment used-by consumers

Access, safety

Is equipment for service|
delivery adequate and
in good condition?

Am I able to access the
service and personnel?

Commuynication with
consunjers

Pre-, D¢livery, Post-

Sales,marketing and advertising,
provision of information, consumer
contact channels, social networking
sites, customer service policies

Access,
information

Do I have enough informa-
tion about the service to
make the right decision?

Can I understand it?
Is it honest?
Is it in accessible formats?|

Have I been informed of
safety risks?

Personheland resources [Recruitment of competent person- [Information Are the personnel knowl-

. nel, training and s ort safety, edgeable, courteous and
Pre-, Delivery, Post- 8 upp Y g U v

helpful?

Privacy and security Personal data, confidentiality, com- |Choice, Is use of my personal

. puter systems, information, data restricted to stated
Pre-, Delivery, Post- g . . .

safety of service provision safety and preauthorised use?

Are emergency services
available if needed?

10
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Table 3 (continued)

SERVICE MATRIX OF THIS DOCUMENT
Common service
provision elements & Description of Relevant ]
delivery phases service provision elements consumer Consumer questions
principles
(Pre-, Delivery, Post)
Contracts and billing Terms and conditions, contracts, Access, choice, Do [ understand the con-
Do Dot cancellation, consumer rights, bill- |information tract or implied contract?
i ing information Does the contract give
me enough informjation
to make ap-nformed
decision-(e.g. rightts and
respofisibilities ¢f pro-
vider; buyers and any
third party, cancglla-
tion rights)?
Are there differenf meth-
ods of payment and is this
made clear?
Are bills provided|in ac-
cessible formats apd able
to be understood ¢asily?
eedback and Complaint systems, personnel feed;\ Access, [s it easy to feedbdck
omplaints back systems, dispute resolution information, views, including cpm-
redress plaints and are th¢re a
ost- :
variety of ways to|do so?

Do the personnel dlealing
with complaints deal
with them promptly,
courteously and khowl-
edgeably?

Is there an indepepdent
third party to dea] with
complaints if the dervice
provider is unable{to re-
solve it satisfactoifily?

Eontinual improvement

re-, Delivery, Post-

Performance monitoring, internal
audit, communication between
front line staff and management,
responsive to feedback, implement-
ing change

Does the service provider
use complaints to drive
continual improvgment in
the service offered?

1+ ~Jincrease satisfaction by better meeting the needs of consumers;

$tandards.writers should consider the consumer principles (see Clause 6), consumer questions|and the
Issues that'they raise, when developing any standard for a consumer service. Service providgrs that
gdhereto standards that address these consumer issues are likely to:

— improve service delivery and reduce complaints;

— increase consumer confidence in their business.

This document recognises that every industry is different and can have specific needs that need to be
taken in to account. Annex A and Annex B use two case-study examples to illustrate how two different
service industries can address consumer issues. Although the industries are very different in nature,
the main service elements can be applied to both and the consumer considerations are similar.

NOTE Guidelines and examples of a certification scheme for services are given in ISO/IEC TR 17028.
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Annex A
(informative)

Consumer issues checklist — Example of an immediate /one-off

service

Table Al1 provides guidance on how a service provider in the hospitality industry can take consimer
issues ($ee 7.4) into consideration across all the common elements of service (see 7.3). This case study i$
an illustrative example only and the list of questions to consider is not exhaustive.

Table A.1 — Consumer issues checklist — Example of an immediate/one-offservice

Commgdn elements of
service

Questions for the service provider to consider C)\y
4

Strategly and principles

Identification of principles and objectives, which take constmer issues into account.
Communication of these to all relevant staff and embedded in organizational strate-
gies and policies.

Servicq planning and
design

General:

— Who is likely to visit the hotel and use its services? What can they want and
need from your hotel?

Access:

— Are hotel facilities accessible taall potential visitors and guests with a wide
range of needs and abilities?

— Are there specific room§that are accessible to guests with limited mobility?

— Are hotel personnelaware of relevant equality/accessibility legislation and has
it been implemented?

Safety:

— Are thereradequate emergency plans in place for fire and evacuation?

— Have these been communicated effectively to all relevant members of staff?
Sustainability:

— s there a recycling plan in place?
< Isthere an environmental policy in place?
— Has due attention been given to minimizing the use of energy and water?

— Are hotel personnel engaged with initiatives to reduce resources consumption?

Contragts

Information:

—  Areall guests made aware of the terms and conditions of service before mal(ihg

payment?
— Are the terms and conditions accessible to all guests who wish to refer to them?

— Do the terms and conditions clearly communicate the terms of reservation and
cancellation?

12
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Table A.1 (continued)

Common elements of
service

Questions for the service provider to consider

Service environment

General:

Think about all areas that visitors or guests can use in your hotel, e.g. public areas,
reception, restaurant, bar, grounds, guest rooms, swimming pools, gyms. In addi-
tion, think about any equipment used in those areas, e.g. playgrounds, electrical

appliances, gym equipment.

Access:

— Isthere adequate access for people with disabilities in all public areas w
dedicated rooms that are fully accessible?

Sustainability:

— Isiteasy for hotel personnel, visitors and guests to dispes€’of rubbish, 3
recycling facilities?

Safety:
— Is the hotel environment safe?

— Do all hotel areas the above meet health andsafety requirements includiing

cleanliness?

— Do electrical installations meet legalrequirements?

ith

nd use

— Are there written procedures, inplace for emergency evacuation and what to
do in the event of a fire?
— Are smoke alarms and other safety systems in place and regularly inspdcted
and maintained?
— Are procedures forkitchens and food preparation areas adequate to meet
hygiene requiréments?
Eommunication with Access:
onsumers — Isall hotelinformation available in accessible formats?
— Arecommunication facilities available to people with disabilities?
Choice:
~/ Isinformation available in a range of accessible formats, including alterpatives
to online information?
Information:
— What information does the hotel give to guests about its services and
facilities—online, in printed literature and advertisements?
— Isitfairand accurate?
Safety:
— Are emergency and evacuation procedures clearly communicated to all guests?
© ISO/IEC 2020 - All rights reserved 13
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Table A.1 (continued)
Common elements of Questions for the service provider to consider
service
Personnel and General:
resources A wide range of personnel will be needed, including administrative, cleaning and
food preparation staff.
— Are there clear roles and responsibilities for all members of staff?
— Are there clear requirements for their qualiiications, COMpPETENcIes, EXPErience
and skills?
Safety:
— Have personnel been adequately briefed and trained in how to minimize the
risk of accidents and what to do in the event of an incident or emergency?
Sustainability:
— Where possible can products used by the hotel, such as food, toiletries, linens
and cleaning products, be sourced locally?
— Do third party suppliers also work sustainably?
— Are personnel recruited and trained in how to minimize impact on the
environment?
Privacy and security General:
— What information does the hotel ask guests to supply and is it all necessary?
— Are staff aware of legislation relevant to protection of personal data and hotel
procedures in this respect?
Safety:
— Does the hotel meet all regulations on data protection?
— How does the hotelstore and manage personal data of guests?
— Are all computer;'systems secure and regularly maintained?
— Isaccess to'this data restricted to specific personnel (e.g. passwords, user
logins)?
— Are there adequate systems in place to protect personal data and guests’
payment details (e.g. encryption, passwords)?
Ihformation:
#-  Are guests told how their information can be stored, used?
Choice:
— Are guests given a choice about the level of data they provide and how it can
be used?
— Are guests given clear information about the level of openness of Wi-Fi?
— Are they given the choice to opt out of any further communications or sharing
of their data?
Billing and payment Information:
— Are bills clearly presented with a price breakdown of any additional costs and
services?
Access:
— Are bills available in accessible formats on request?
Choice:
— Are guests offered a range of different payment methods (e.g. debit/credit
card, cash)?
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Table A.1 (continued)

Common elements of
service

Questions for the service provider to consider

Feedback and
complaints

Redress:

— Isfeedback from personnel and guests on possible improvements positively
encouraged?

— Are guests encouraged to provide feedback, including complaints?

— Does the hotel have a clear internal complaints procedure?

— Are there clear ways of providing feedback, such as a form to complete 112
the room, or automatic request for feedback via email to evaluatelCustofner
satisfaction?

Access:

— Are complaints procedures accessible to the widest possible range of
consumers, and is information available in accessibleformats?

ontinual
improvement

General:
— Are there procedures in place to analyse altfeedback and complaints?
— Are there procedures in place to ensure‘that feedback is acted upon in altimely

manner to make the necessary impravements, especially where there isa
potential health or safety issue fofguests?

— Are there procedures in placefor performance monitoring of all personpel?

© ISO/IEC 2020 - All rights reserved 15


https://standardsiso.com/api/?name=c87895b27816d607f814e6d1c8235134

ISO/IEC GUIDE 76:2020(E)

Annex B
(informative)

Consumer issues checklist — Example of an ongoing contractual

service
Table B.1 provides guidance on how an energy supplier can take consumer issues (see 7.4).into
considefation across all the common elements of service (see 7.3). This case study is an illustrative
example only, and the list of questions to consider is not exhaustive.
Thble B.1 — Consumer issues checklist — Example of an ongoing contractualservice
Commgdn elements |Questions for the service provider to consider \J
of service Ve C)
Strategly and Identification of principles and objectives, which take consumer issues into account.
principles Communication of these to all relevant personnel and embedded in organizational
strategies and policies.
Servicq planning General:
and degign _ : . .
Which consumers are likely to use your en€rgy services and do any groups of
consumers have specific needs or vulnerabilities?
Access:
— Are personnel aware of relevant equality/accessibility legislation and is it
implemented?
Safety:
— Are there adequate procedures in place to deal with incidents or emergencies, e.g.
large-scale interruptiens to supply?
— Have these beencommunicated to all relevant members of personnel?
Sustainability:
— Is there awxeeycling plan in place?
— Isthérean environmental policy in place?
Contra¢ts Access:
—ATe terms and conditions written in clear and simple language that is easy to
understand?
Information:
— Are all customers made aware of the terms and conditions of service before
signing the contract?
— Is there a sufficient cooling-off period in place if customers wish to change
thetr-mind?
— Do the terms and conditions clearly communicate the terms of use and
cancellation?
Choice:
— Isthere a range of different tariffs for customers to choose from and are these
clearly communicated and comparable?
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