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Foreword
ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
The procedures used to develop this document and those intended for its further maintenance are
described in the ISO/IEC Directives, Part 1. In particular the different approval criteria needed for the
different types of ISO documents should be noted. This document was drafted in accordance with the
editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).
Attention is drawn to the possibility that some of the elements of this document may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all such patent rights. Details of
any p atent rights identi fie d duri ng the development o f the do c ument wi l l b e i n the I ntro duc tion and/or

on the ISO list of patent declarations received (see www.iso.org/patents).

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

expla nation

on

the

volu ntar y natu re

o f s tanda rd s ,

me an i ng o f I S O

the

s p e ci fic

term s

and

expressions related to conformity assessment, as well as information about ISO’s adherence to the
World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT) see the following
URL: www.iso.org/iso/foreword.html.
This document was prepared by Technical Committee ISO/176, Quality management and quality
assurance, Subcommittee SC 3, Supporting technologies.
This

s e cond

e d ition

technically revised.

c a ncel s

and

replace s

the

fi rs t

e d ition

(

ISO 10001:2007), which has been

The main changes compared with the previous edition are as follows:
— alignment with ISO 9000:2015;
— alignment with ISO 9001:2015;
— improved alignment with ISO 10002, ISO 10003 and ISO 10004.
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Introduction
0.1 General

Maintaining a high level o f customer satis faction is a significant challenge for many organizations.

One way of meeting this challenge is to put in place and use a customer satisfaction code of conduct. A
customer satisfaction code of conduct consists of promises and related provisions that address issues
such as product and service delivery, product returns, handling of personal information of customers,
advertising and stipulations concerning particular product and service attributes or performance
(examples are given in Annex A). A customer satisfaction code of conduct can be part of an effective
approach to complaints management. This involves:
a) complaints prevention, by making use of an appropriate customer satisfaction code of conduct;
b) internal complaints handling, for instances when expressions of dissatisfaction are received;
c)

external dispute resolution, for situations in which complaints cannot be satisfactorily dealt
with internally.

This document provides guidance to assist an organization in determining that its customer satisfaction
code provisions meet customer needs and expectations, and that the customer satisfaction code is
accurate and not misleading. Its use can:

— enhance fair trade practices and customer confidence in the organization;
— improve customer understanding of what to expect from the organization in terms of its products
and services and relations with customers, thereby reducing the likelihood of misunderstandings
and complaints;
— potentially decrease the need for new regulations governing the organization’s conduct towards
its customers.
The satisfaction of persons or organizations that could or do receive a product or a service from a public
or a private organization is the focus of this document.

0.2 Relationship with ISO 9001 and ISO 9004
This document is compatible with ISO 9001 and ISO 9004 and supports the objectives of these two

standards through the e ffective and e fficient application o f a process to develop and implement a code
of conduct related to customer satisfaction. This document can also be used independently of ISO 9001
and ISO 9004.

ISO 9001 specifies requirements for a quality management system. A customer satis faction code o f
conduct implemented in accordance with this document (ISO 10001) can be used as an element of a
quality management system.
ISO 9004 provides guidance to achieve sustained success of an organization. The use of this document
(ISO 10001) can further enhance performance regarding codes of conduct, as well as increase the
satisfaction of customers and other relevant interested parties to facilitate the achievement of
sustained success. It can also facilitate the continual improvement of the quality of products, services
and processes based on feedback from customers and other relevant interested parties.
NOTE
Apart from customers, other relevant interested parties can include suppliers, industry associations
and their members, consumer organizations, relevant government agencies, personnel, owners and others who
are affected by an organization’s customer satisfaction code of conduct.

0.3 Relationship with ISO 10002, ISO 10003 and ISO 10004
This document is compatible with ISO 10002, ISO 10003 and ISO 10004. These four documents can
be used either independently or in conjunction with each other. When used together, this document,
ISO 10002, ISO 10003 and ISO 10004 can be part of a broader and integrated framework for enhanced
vi
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customer satisfaction through codes of conduct, complaints handling, dispute resolution and monitoring
and measurement of customer satisfaction (see Annex B).
ISO 10002 contains guidance on the internal handling of product- and service-related complaints.
By

fu l fi l l i ng

the prom i s e s given i n a c u s tomer s ati s fac tion co de o f conduc t, orga ni z ation s de cre as e

the likelihood of problems arising because there is less potential for confusion regarding customer
expectations concerning the organization and its products and services.
ISO 10003 contains guidance on the resolution of disputes regarding product- and service-related
complaints that could not be satisfactorily resolved internally. When disputes do arise, the existence of
a customer satisfaction code of conduct can assist the parties in understanding customer expectations
and the organization’s attempts to meet those expectations.
ISO 10004 contains guidance on establishing effective processes for monitoring and measuring
customer satisfaction. Its focus is on customers external to the organization. Guidelines given in
ISO 10004 can support the establishment and implementation of customer satisfaction codes of conduct.
For example, the processes described in ISO 10004 can assist the organization to monitor and measure
customer satisfaction with the codes (see 8.3). Likewise, customer satisfaction codes of conduct
c an as s i s t the organ i z ation i n defi n i ng and i mplementi ng pro ce s s e s

for

mon itori ng and me as u ri ng

customer satisfaction. For example, an organization can establish a code of conduct with respect to

the con fidentia l ity o f c us tomer i n formation i n mon itori ng and me as u ri ng c u s tomer s ati s fac tion (s e e

ISO 10004:2018, 7.3.4).
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Quality management — Customer satisfaction —
Guidelines for codes of conduct for organizations
1 Scope

This document gives guidelines for planning, designing, developing, implementing, maintaining and
improving customer satisfaction codes of conduct.
This document is applicable to product- and service-related codes containing promises made to
customers by an organization concerning its behaviour. Such promises and related provisions are
aimed at enhanced customer satisfaction. Annex A provides simplified examples o f components o f
codes for different organizations.
NOTE
Throughout this document, the terms “product” and “service” refer to the outputs of an organization
that are intended for, or required by, a customer.

This document is intended for use by any organization regardless of its type or size, or the products and
services it provides, including organizations that design customer satisfaction codes of conduct for use
by other organizations. Annex C gi ve s guidance s p e ci fic a l ly for s ma l l bu s i ne s s e s .
This document is aimed at customer satisfaction codes of conduct concerning individual customers
purchasing or using goods, property or services for personal or household purposes, although it is
applicable to all customer satisfaction codes of conduct.
This document does not prescribe the substantive content of customer satisfaction codes of conduct,
nor does it address other types of codes of conduct, such as those that relate to the interaction between
an organization and its personnel, or between an organization and its suppliers.

2 Normative references
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.
ISO 9000:2015, Quality management systems — Fundamentals and vocabulary

3 Terms and definitions
For the pu rp o s e s o f th i s do c u ment, the term s a nd defi n ition s given i n

ISO 9000 and the following apply.

ISO and IEC maintain terminological databases for use in standardization at the following addresses:
— ISO Online browsing platform: available at http://www.iso.org/obp
— IEC Electropedia: available at http://www.electropedia.org/

3.1
customer satisfaction code of conduct
code

promises, made to customers (3.4) by an organization (3.9) concerning its behaviour, that are aimed at
enhanced customer satisfaction (3.5) and related provisions
Note 1 to entry: Related provisions can include objectives, conditions, limitations, contact information, and
complaints handling procedures.

© ISO 2018 – All rights reserved
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Note 2 to entry: Hereafter in this document, the term “code” is used in place of “customer satisfaction code
of conduct”.
[S O U RC E : I S O 9 0 0 0 : 2 01 5 , 3 .9. 5 , mo d i fie d — T he term “co de” ha s b e en adde d a s an ad m itte d term and

Note 2 to entry has been replaced.]

3.2
complainant
person, organization (3.9) or their representative making a complaint (3.3)
3.3
complaint
<customer satisfaction> expression of dissatisfaction made to an organization (3.9), related to its
product or service, or the complaints-handling process itself, where a response or resolution is explicitly
or implicitly expected
Note 1 to entry: Complaints can be made in relation to other processes where the organization interacts with the
customer (3.4).
Note 2 to entry: Complaints can be made directly or indirectly to the organization.
[S O U RC E : I S O 9 0 0 0 : 2 01 5 , 3 .9. 3 , mo d i fie d — No te s 1 a nd 2 to entr y have b e en adde d .]

3.4
customer
person or organization (3.9) that could or does receive a product or a service that is intended for or
required by this person or organization
EXAMPLE

Consumer, client, end-user, retailer, receiver of product or service from an internal process,

b ene fic ia r y a nd p u rch a s er.

Note 1 to entry: A customer can be internal or external to the organization.

[SOURCE: ISO 9000:2015, 3.2.4]

3.5
customer satisfaction
customer’s (3.4) p ercep tion o f the degre e to wh ich the c u s tomer ’s e xp e c tation s have b e en fu l fi l le d
Note 1 to entry: It can be that the customer’s expectation is not known to the organization (3.9), or even to the
customer in question, until the product or service is delivered. It can be necessary for achieving high customer
s ati s fac tio n to

fu l fi l

a n e x p e c tatio n o f a c u s to mer e ven i f it i s neither s tate d nor genera l l y i mp l ie d o r ob l igato r y.

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.
N o te 3 to entr y: E ven when c u s tomer re qu i rements h ave b e en agre e d with the c u s to mer a nd

not necessarily ensure high customer satisfaction.

fu l fi l le d ,

th i s do e s

[SOURCE: ISO 9000:2015, 3.9.2]

3.6
customer service
interaction of the organization (3.9) with the customer (3.4) throughout the life cycle of a product
or a service
[SOURCE: ISO 9000:2015, 3.9.4]

2
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3.7
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 (3.9) interacts with
the customer (3.4).

[SOURCE: ISO 9000:2015, 3.9.1, modified — Note 1 to entry has been added.]
3.8
interested party
stakeholder
person or organization (3.9) 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.]
3.9
organization
person or group of people that has its own functions with responsibilities, authorities and relationships
to achieve its objectives
Note 1 to entry: The concept of organization includes, but is not limited to, sole-trader, company, corporation,

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

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

4 Guiding principles
4.1 General
E ffective and e fficient planning, design, development, implementation, maintenance and improvement
of a code is based on adherence to the customer-focused guiding principles set out in 4.2 to 4.13.

4.2 Commitment
The organization should be actively committed to the adoption, integration and dissemination of a code

and the fulfilment o f its promises.

4.3 Capacity
Su fficient resources should be made available for code planning, design, development, implementation,
maintenance and improvement, and should be managed e ffectively and e fficiently.

4.4 Transparency
A code should be communicated to customers, personnel and other relevant interested parties.
Individual customers should be provided with adequate information about the code and its
implementation as it applies to them.

4.5 Accessibility
A code and relevant in formation about it should be easy to find and use (see Annex D).
© ISO 2018 – All rights reserved
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4.6 Responsiveness
The organization should address the needs and expectations of customers and the expectations of
other relevant interested parties in its code (see Annex E).

4.7 Information integrity
The organization should ensure that its code, and information about its code, are accurate, not
m i s le ad i ng a nd veri fiable, and th at data col le c te d a re relevant, corre c t, comple te, me an i ng fu l and u s e fu l .

4.8 Accountability
The organization should establish and maintain accountability for, and reporting on, the decisions and
actions with respect to its code.

4.9 Improvement
I ncre as e d e ffe c tivene s s and e ffic ienc y o f the co de and its u s e s hou ld b e a p ermanent obj e c tive o f the

organization.
4

.

1

0

C

o

n

f
i

Pers ona l ly

d

e

n

t
i

a

l

i

t
y

identi fi able

i n formation

used

in

rel ation

to

the

co de

s hou ld

be

kep t

con fidenti a l

and

protected, unless disclosure is required by law or consent for disclosure is obtained from the
person concerned.
NO TE

Pers on a l l y identi fi ab le i n for m ation i s i n for m ation th at when a s s o c iate d with a n i nd i vidu a l c a n b e

used to identify him or her, and is retrievable by the individual’s name, address, email address, telephone number
o r s i m i l a rl y s p e c i fic identi fier. T he p re c i s e me a n i ng o f the ter m d i ffers a rou nd the world .

4.11 Customer-focused approach
The organization should adopt a customer-focused approach with respect to the code and should be
open to feedback.

4.12 Competence
Organization personnel should have the personal attributes, skills, training, education and experience
necessary to develop and apply the code.

4.13 Timeliness
Code development and implementation should be undertaken as expeditiously as feasible given the
nature of the code and of the implementation process used.

5 Code framework
5.1 Context of the organization
In planning, designing, developing, implementing, maintaining and improving the code and its
framework, the organization should consider its context by:
— identifying and addressing external and internal issues that are relevant to the organization’s
purpose and that affect its ability to achieve code objectives;
— identifying the interested parties that are relevant to the code and its framework, and addressing
the relevant needs and expectations of these interested parties;

4
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— identifying the scope of the code and its framework, including their boundaries and applicability, and
taking into account the external and internal issues and the needs of interested parties noted above.

5.2

Establishment

A code should be supported by an organizational framework for decision-making and action to use in
code planning, design, development, implementation, maintenance and improvement. This framework
involves resource assessment, provision and deployment needed to carry out the interrelated activities
to fulfil code objectives (see Annex F). It also includes leadership and commitment, assignment of
appropriate responsibilities and authorities, and training throughout the organization.
When establishing and using a code, the organization should consider and address risks and
opportunities that can arise. This involves:
— monitoring and evaluating processes and external and internal factors concerning risks and
opportunities;

— identi fying and assessing specific risks and opportunities;
— planning, designing, developing, implementing and reviewing corrective actions and improvements

pertaining to identified and assessed risks and opportunities.

As defined in ISO 9000:2015, 3.7.9, risk is the e ffect o f uncertainty, which can be negative or positive.

In the context of the code, an example of a negative effect is customer dissatisfaction resulting from

insu fficient resources to fulfil code promises, and an example o f a positive e ffect is that the organization
reconsiders the resources associated with the fulfilment o f code promises as a result o f a review o f
the code framework. These risks can be addressed by reviewing the allocation and deployment of
resources leading to the provision of additional resources or the development of less costly ways to

ulfil code promises.

f

An opportunity is related to identification o f a new possible way o f realizing positive outcomes, which

does not necessarily arise from the organization’s existing risks. For example, the organization can
identify a new product, service or process as a result of a customer suggestion provided in the course

o f fulfilment o f a code promise.
5.3

Integration

The code framework should be based on, and integrated with, the quality and other management
systems of the organization, where appropriate.

6 Planning, design and development
6.1 Determine code objectives
The organization should determine the objectives to be achieved by the code.

Code objectives should be articulated in such a manner that their fulfilment can be measured using
per formance indicators as identified by the organization.
6.2

Gather and assess information

Information should be gathered and assessed concerning:
— the issues that the code is attempting to deal with;
— how these issues arise;
— how these issues could be dealt with;
© ISO 2018 – All rights reserved
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— how and to what extent these issues affect the organization’s activities that are not related
to the code;
— how other organizations are dealing with these issues;
— possible resources and other implications of dealing with these issues through use of a code;
— applicable statutory and regulatory requirements associated with dealing with these issues through
use of a code;
— risks and opportunities associated with code development, evaluation and review.
NOTE
This information is intended to assist the organization in articulating the code’s purposes and
in determining an appropriate approach to code development, evaluation and review that is aligned with
the organization’s other activities. Guidance on factors to consider in adopting a code prepared by another
organization (e.g. an industry or professional association) is provided in Annex G.

6.3 Obtain and assess input from relevant interested parties
It is important for the organization to obtain and assess the input from relevant interested parties (e.g.
customers, suppliers, industry associations, consumer organizations, relevant government agencies,
personnel, owners) concerning code content and use (see Annex E). The organization should understand
the related customer expectations and perceptions.

6.4 Prepare code
Based on the information and input that the organization has gathered, the organization should prepare
a code (see Annex H). The code should be clear, concise, accurate and not misleading, written in simple
language, and should include:
— the code’s scope and purpose appropriate to the organization and its customers;
—

—

the prom i s e s made b y the organ i z ation to its c u s tomers that c a n b e

concerning those promises;

fu l fi l le d,

and a ny l i m itation s

defi nition s o f key term s u s e d i n the co de;

— how and to whom enquiries and complaints about the code should be directed;
—

a de s c rip tion o f what ac tion wi l l b e ta ken i f the co de prom i s e s are no t

fu l fi l le d .

NOTE
Enquiries and complaints can pertain to both the content of the code and its use. See ISO 10002 and
ISO 10003 for guidance.

In preparing the code, the organization should ensure that the code can be effectively implemented and
that its provisions are not in violation of prohibitions against deceptive or misleading advertising and
against anti-competitive activity. The organization should also ensure that the code’s provisions take
into account any other relevant codes and standards.
The organization should consider testing the code to determine the need for adjustments.

6.5 Prepare performance indicators
The organization should prepare quantitative or qualitative performance indicators designed to assist
i n u nders tand i ng whe ther the co de i s s ucce s s fu l i n

fu l fi l l i ng

its obj e c tive s .

NOTE
Performance indicators associated with a code can include grading or ranking from customer
satisfaction surveys, or statistics regarding complaints and their resolution. Examples are given in Annex A.

6
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6.6 Prepare code procedures
The organization should prepare code implementation, maintenance and improvement procedures,
including how enquiries and complaints are dealt with. The organization should identify and deal with
any obstacles to the effective use of the code, and identify any possible incentives that would assist in
code implementation, maintenance and improvement. Procedures will vary depending upon the nature
of the code and the organization that uses it.
NOTE

Examples of activities that can be the subject of procedures include:

— communicating the code to customers;
— training relevant personnel on the code;
— resolving instances where code promises are not met;
— recording enquiries and complaints about the code;
— recording and evaluating performance of the code;
— using and managing records;
—

d i s clo s i ng o f i n for m atio n re ga rd i n g co de

fu l fi l ment (s e e

Annex I).

6.7 Prepare internal and external communication plan
The organization should develop a plan to make its code, and supporting information (e.g. feedback
form), available to personnel and other parties involved in code application (see Annex I).

6.8 Determine resources needed
T he

organ i z ation

s hou ld

ade quate reme d ie s

de term i ne

in cases

the

re s ou rce s

ne e de d

to

fu l fi l

o f non- fu l fi l ment o f the co de (e . g.

co de

prom i s e s

and

c u s tomer comp en s ation) .

to

provide

Re s ource s

include personnel, training, procedures, documentation, specialist support, materials and equipment,
fac i l itie s ,

computer ha rdware and s o ftware, and fi nance s .

7 Implementation
The organization should manage implementation activities as planned, in a timely manner.
The organization should, at appropriate levels within the organization:
a) apply relevant procedures, and internal and external communication plans;
b) provide appropriate remedies to customers (e.g. compensation);
c)

ta ke ne ce s s a r y ac tion to add re s s c as e s promp tly where the co de provi s ion s are no t

fu l fi l le d;

the s e

actions can be initiated following a complaint about the code or as a result of information gathered
by the organization regarding code performance.

The organization should record:
— resource usage in code application;
— the type of training and instruction regarding the code that personnel have received;
— application of the internal and external communication plans;
— handling of enquiries or complaints about the code, and remedial actions undertaken by the
organization.

© ISO 2018 – All rights reserved
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8 Maintenance and improvement
8.1 Collection of information
The organization should regularly and systematically collect information needed for the effective
a nd e ffic ient eva luation o f co de p er forma nce, i nclud i ng i n formation, i nput and re cord s de s c rib e d i n

Clauses 6 and 7. Information collected should be relevant, correct, complete, meaningful and useful.

8.2 Evaluation of code performance
The organization should regularly and systematically evaluate the performance of the code. This
eva luation

s hou ld

code promises.
E nqui rie s

and

i nclude

compl ai nts

veri fic ation

ab out the

a nd

co de

of

a na lys i s

or its

use

fu l fi l ment

s hou ld

be

of

overa l l

cl as s i fie d

a nd

co de

obj e c tive s

a na lys e d

to

and

identi fy

systemic, recurring and single incident problems and trends, and to help eliminate the underlying
causes of complaints about the code.
NOTE
In addition, it is advisable that the organization takes steps to determine whether enquiries and
complaints about products and services or processes that do not mention the code are nonetheless related to
provisions of the code. These enquiries and complaints can reveal misapplication of code provisions.

To evaluate the impact of the code, information is needed on the situation prior to the code being
launched, and at appropriate intervals afterwards. This information can be used not only to determine
weaknesses in code design and implementation, but also to demonstrate results achieved (if any) and
progress made through use of the code.

8.3 Evaluation of the satisfaction with the code
There should be regular and systematic action taken to determine customer satisfaction with the code
and its use. This can take the form of random surveys of customers and other techniques.
NOTE 1 One method of evaluating customer satisfaction is the simulation of a contact of a customer with the
organization concerning a matter addressed in a code, where this is permitted by law.
NOTE 2

See ISO 10004 for guidance on monitoring and measuring customer satisfaction.

8.4 Review of the code and code framework
The organization should review the code and its framework on a regular and systematic basis
in order to:
a)

mai ntai n thei r s u itabi l ity, ade quac y, e ffe c tivene s s and e fficienc y;

b)

add re s s s ign i fic ant i n s ta nce s o f non- fu l fi l ment o f the co de prom i s e s;

c)

assess the need and opportunities for improvement;

d) evaluate the effectiveness of the actions taken in relation to risks and opportunities;
e)

provide for related decisions and actions, as appropriate.

In conducting the review, the organization should include relevant information on:
— changes to the code and its framework;
— changes in statutory and regulatory requirements;
— changes in practices of competitors or technological innovations;
— changes in societal expectations;
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—

fu l fi l ment o f the

co de prom i s e s;

— risks and opportunities, including the related actions;
— status of corrective actions;
— feedback on the code;
— products and services offered;
— actions decided at previous reviews.

8.5 Continual improvement
The organization should continually improve the code and code framework in order to increase
customer satisfaction, using such means as corrective actions, actions taken in relation to risks and
opportunities, and innovative improvements.
The organization should take action to eliminate the underlying causes of existing and potential
problems leading to complaints, in order to prevent recurrence and occurrence, respectively.
An organization using a code developed by another organization should inform the other organization
of any problems which arise during use.
The organization should:
— explore, identify and apply best practices in the structure, content and use of a code;
— foster a customer-focused approach within the organization;
— encourage code innovation;
— recognize examples of outstanding performance and practices related to the code.
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Annex A
(informative)
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Educate
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dealing with
public
Change
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Annex B
(informative)
Interrelationship of this document, ISO 10002, ISO 10003
and ISO 10004
Figure B.1 illustrates the organization’s processes related to code of conduct, complaint handling,
external dispute resolution, and customer satisfaction monitoring and measuring.
NOTE

A complaint can be initiated by a customer or another complainant.
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Figure B.1 — Interrelationship of this document, ISO 10002, ISO 10003 and ISO 10004
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Annex C
(informative)
Guidance for small businesses
This document is intended for organizations of all sizes. However, it is recognized that many small
organizations will have limited resources for planning, designing, developing, implementing,
maintaining and improving a customer satisfaction code. The examples below highlight key areas
where organizations can focus their attention to achieve an appropriate code, with suggestions for
action in each.
— Examine the codes used by other organizations and determine whether they could be useful to your
organization.
— Consider adhering to an established code (e.g. participate in a code programme run by an industry
or professional association).
— Ask customers and business colleagues what they would most like to see as a promise to the customer.
— Consider what changes to the current operations of the organization would be necessary to
e ffe c tively a nd e ffic iently
s ta ffi ng , cha nge s to

—

the co de prom i s e s , i nclud i ng relevant pro ce du re s , tra i n i ng , new

new e qu ipment or com mu nic ation s .

C on s ider how your organ i z ation cou ld me a s u re whe ther or no t it h as b e en e ffe c tively and e ffic iently

fu l fi l l i ng
—

fu l fi l

faci l itie s ,

its prom i s e s .

Te s t how wel l the co de works on a tri a l b a s i s b e fore fi na l i z i ng it and ma ki ng it widely known .

— Put in place a simple procedure for customers to enquire or complain about the code or its
implementation.
— Consider participating in an external dispute resolution programme.
— Review applicable laws and regulations (e.g. consumer protection laws).
— Communicate to customers, through signs, advertisements and other means, that a code is
in operation.
—

Re gu larly review how wel l the orga ni z ation i s

fu l fi l l i ng

its prom i s e s , b y as ki ng c u s tomers a nd

business colleagues their views on the code and its implementation, and make changes to ensure
th at the co de i s s ti l l s u itab le, ade quate, e ffe c tive and e ffic ient.
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Annex D
(informative)
Guidance on accessibility
An organization should make its code and supporting information (e.g. complaints form) available
to its customers, personnel and other relevant interested parties. The organization should take
into account the range of potentially interested persons (which can include children, older persons,
people with different abilities). Consequently, information and assistance concerning the code should
be made available in whatever languages or formats are used in the information pertaining to the
products and services when offered or delivered, so that customers who wish to refer to the code are
not disadvantaged. An organization participating in a code programme of another organization (e.g.
an industry or professional association) should make its programme accessible by referring customers
and other relevant interested parties to the other organization.
Information should be written in clear and unambiguous language, and it should be available in
alternative formats suitable for existing and potential customers, such as audio, large print, large raised
letters, Braille, by email or on an accessible website.
NOTE
An alternative format describes a different presentation or representation intended to make
information accessible through a different modality or sensory ability. By providing all input and all 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 legibility and ease of
understanding include:
— layout;
— print colour and contrast;
— size and style of font and symbols;
— the choice and use of multiple languages.
Instructions for use of products by consumers is given in ISO/IEC Guide 37.
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Annex E
(informative)
Guidance on input from interested parties
The organization should identify relevant interested parties and listen to their views. The
organization should:
a) consider the range of methods available for obtaining input, including public meetings, focus groups,
questionnaires and surveys, advisory committees, workshops and electronic discussion groups;

b) determine the financial and human resources associated with obtaining input from relevant
interested parties.

For the process of obtaining input from relevant interested parties to be effective, organizations should:
— articulate the purpose of the process (including objectives, scope of the process, and what the end
outcome will look like);
— determine the timelines for the process appropriately, such that they will allow relevant interested

parties to participate, and include some flexibility for un foreseen developments;

— involve the appropriate interested parties;

— ensure that the confidentiality o f in formation from parties providing input is maintained, where
appropriate;

— ensure that the appropriate mechanisms for obtaining input are being used and that this is
appropriately funded;
— ensure that the ground rules of the process are understood and accepted by the parties.
Upon completion of the process of obtaining input from relevant interested parties, the organization
should use the results in subsequent code planning, design, development, implementation, maintenance
and improvement activities. The organization should communicate to relevant interested parties how

the results o f this process have been used. An evaluation o f the e ffectiveness and e fficiency o f the
process for obtaining input from relevant interested parties should be undertaken.
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Annex F

(informative)
Code framework
Figure F.1 illustrates the organizational framework for decision-making and action to use in code
planning, design, development, implementation, maintenance and improvement.
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Figure F.1 — Code framework
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Annex G
(informative)
Guidance on adopting a code provided by another organization
An organization can consider adopting a code prepared by another organization (referred to as a “code
provider”) or participating in a code provider’s programme. Factors to consider are those listed below.
— Is the code appropriate and suitable for the organization?
— What is the reputation of the code provider (e.g. is it well regarded by customers, other businesses
and govern ments; do e s the co de provider have s ign i fic ant i n fluence on the s e c tor) ?

— What process did the code provider undergo in designing and developing the code? Was it open to
all relevant interested parties? What has been the experience of other organizations with the code
provider and its code?
—

D o e s the co de have a h igh pro fi le i n the ma rke tplace?

—

What are the co s ts and b enefits o f p ar ticip ation i n the co de provider ’s pro gram me?

— Does the code provider monitor and ensure that the code is followed and, if so, how?
— Is the code mandatory for the organization adopting the code and what are the consequences of not
following it?
—

D o e s the co de provider h ave s u ffic ient re s ou rce s to as cer ta i n i ncidents where the co de i s no t

followed and to respond to them?

— What training does the code provider make available to its staff and to those who choose to
follow the code?
— What incentives (and disincentives) are given by the code provider to encourage organizations to
follow the code?
— What information is to be disclosed to the code provider by the organization adopting the code?
— What information does the code provider disclose to the public, to government and to organizations
that adopt the code (e.g. monthly, quarterly, bi-annual or annual reports)?
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Annex H
(informative)
Guidance on preparing the code
The code should be consistent with the code objectives. The code will vary depending on the size and
nature of the organization, but there is generally considerable value in:
— making the scope and parameters of the code clear (e.g. whether this applies to all of the organization’s
products and services or only some; whether it applies throughout a geographic area or only in
limited locations);
— making known any exemptions or exceptions (e.g. the promises do not apply in designated peak
periods or in designated unusual circumstances);
—

provid i ng cle ar defi n ition s o f key term s;

— avoiding jargon, abbreviations or acronyms, where possible;
— clearly setting out the consequences and the procedures to follow if the promises are not met;
NOTE
This could involve guidance on complaints handling and external dispute resolution processes,
as provided by ISO 10002 and ISO 10003.

— providing appropriate information to the customer about the code at relevant times (e.g. an
organization offering products and services online can provide information about privacy protection
on its website, at the point of collection, and immediately prior to the customer purchasing products
and services);
— providing information on the person for the customer to contact, and how to contact that person
with any questions, complaints or comments;
—

en s u ri ng that the co de c an b e e ffe c tively a nd e ffic iently i mplemente d and th at co de provi s ion s

are not in violation of prohibitions against deceptive or misleading advertising and against anticompetitive activity.
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Annex I
(informative)
Guidance on preparing communication plans
I.1

General

The organization should develop a plan to make its code, and supporting information, available to
personnel and other parties involved in code implementation. This communication plan will depend
upon the size and type of organization and the nature of the code but should include:
— identifying the internal and external audience, and their particular needs and expectations;
— identifying resources available to address communication;
— identifying and selecting possible communication methods;
— reviewing their relative advantages, disadvantages, effectiveness and cost (e.g. use of logos,
advertising, point-of-sale communications);
— providing relevant information to personnel and other parties involved in code implementation,
both within and outside the organization.

I.2

Internal communication

Information should include:
— code objectives and interpretation of code provisions;
— how to implement the code, including the responsibilities of personnel concerning code
implementation and communication of information;
— related information on the complaints handling process and any dispute resolution provision;
— relevant customer satisfaction information.
NOTE
With respect to complaints handling, dispute resolution and customer satisfaction information,
organizations can use the guidance provided in ISO 10002, ISO 10003 and ISO 10004, respectively.

Personnel should also be made aware of all publicly available information.

I.3

External communication

Information for customers, complainants and other relevant interested parties should be made readily
available, e.g. through brochures, pamphlets, labelling and website material. The information should
be provided in an accurate and clear manner using appropriate languages and alternative formats (see
Annex D). Such information may include:
— the promises made by organizations to customers;
— where and how enquiries and complaints about the code, or issues addressed by the code,
can be made;
— how an enquiry or complaint will be handled, including how feedback will be provided on its status
and the time frames associated with each stage of this process;
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— the options for acknowledgement of an enquiry and for remedies to a complaint;
— the availability of any external dispute resolution process;
— results of code application, including relevant customer satisfaction information.
NOTE
With respect to complaints handling, dispute resolution and customer satisfaction information,
organizations can use the guidance provided in ISO 10002, ISO 10003 and ISO 10004, respectively.
T he organ i z ation s hou ld pro te c t the p ers ona l i n formation a nd en s ure the con fidenti a l ity o f tho s e who

make enquiries and complaints.
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