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3.1
customer
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3.2
customer satisfaction
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complaint
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customer service
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feedback
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interested party
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4.2 Concept
It is important to make a distinction between your organization’s view of the quality 
of the delivered product or service and the customer’s perception of the delivered 
product or service
The relationship between the organization’s and the customer’s views on quality is 
further described by the conceptual model of customer satisfaction, as presented in 
Annex B.
Since customer satisfaction is subject to change, organizations should establish a 
framework or processes to monitor and measure customer satisfaction on a regular 
basis.

4.3 Guiding principles
4.3.1 Commitment
The organization should be actively committed to defining and implementing 
processes to monitor and measure customer satisfaction.
4.3.2 Capacity
Sufficient resources should be made available for and committed to monitoring and 
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measuring customer satisfaction, and should be managed effectively and efficiently.
4.3.3 Transparency
The organization should ensure that adequate customer satisfaction information is 
communicated to customers, personnel and other relevant interested parties, as 
appropriate.
4.3.4 Accessibility
Customer satisfaction information should be easy to find and use.
4.3.5 Responsiveness
The organization should address the needs and expectations of customers in its use 
of customer satisfaction information.
4.3.6 Information integrity
The organization should ensure that customer satisfaction information is accurate 
and not misleading, and that data collected are relevant, correct, complete, 
meaningful and useful.
4.3.7 Accountability
The organization should establish and maintain accountability for, and reporting on, 
the decisions and actions taken with respect to monitoring and measuring customer 
satisfaction.
4.3.8 Improvement
Increased effectiveness and efficiency of the processes to monitor and measure 
customer satisfaction should be a permanent objective.
4.3.9 Confidentiality
Personally identifiable information should be kept confidential and protected, unless 
disclosure is required by law or consent for disclosure is obtained from the person 
concerned.
NOTE 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.
4.3.10 Customer-focused approach
The organization should adopt a customer-focused approach to monitor and measure 
customer satisfaction and should be open to feedback.
4.3.11 Competence
Organization personnel should have the personal attributes, skills, training, education 
and experience necessary to monitor and measure customer satisfaction.
4.3.12 Timeliness
Gathering and dissemination of customer satisfaction information should be done at 
the appropriate time, consistent with the organization’s objectives.
4.3.13 Comprehension
The organization should clearly and fully understand the customer’s expectations, 
and the customer’s perception of how well those expectations are met.
4.3.14 Continuity
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The organization should ensure that monitoring of customer satisfaction is systematic 
and continuous.
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4.3.1 Commitment
The organization should be actively committed to defining and implementing 
processes to monitor and measure customer satisfaction.
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4.3.2 Capacity
Sufficient resources should be made available for and committed to monitoring and 
measuring customer satisfaction, and should be managed effectively and efficiently.
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4.3.3 Transparency
The organization should ensure that adequate customer satisfaction information is 
communicated to customers, personnel and other relevant interested parties, as 
appropriate.

27



4.3.4 Accessibility
Customer satisfaction information should be easy to find and use.
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4.3.5 Responsiveness
The organization should address the needs and expectations of customers in its use 
of customer satisfaction information.
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4.3.6 Information integrity
The organization should ensure that customer satisfaction information is accurate 
and not misleading, and that data collected are relevant, correct, complete, 
meaningful and useful.
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4.3.7 Accountability
The organization should establish and maintain accountability for, and reporting on, 
the decisions and actions taken with respect to monitoring and measuring customer 
satisfaction.
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4.3.8 Improvement
Increased effectiveness and efficiency of the processes to monitor and measure 
customer satisfaction should be a permanent objective.
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4.3.9 Confidentiality
Personally identifiable information should be kept confidential and protected, unless 
disclosure is required by law or consent for disclosure is obtained from the person 
concerned.
NOTE 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.
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4.3.10 Customer-focused approach
The organization should adopt a customer-focused approach to monitor and measure 
customer satisfaction and should be open to feedback.
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4.3.11 Competence
Organization personnel should have the personal attributes, skills, training, education 
and experience necessary to monitor and measure customer satisfaction.
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4.3.12 Timeliness
Gathering and dissemination of customer satisfaction information should be done at 
the appropriate time, consistent with the organization’s objectives.
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4.3.13 Comprehension
The organization should clearly and fully understand the customer’s expectations, 
and the customer’s perception of how well those expectations are met.
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4.3.14 Continuity
The organization should ensure that monitoring of customer satisfaction is systematic 
and continuous.
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The organization should establish a systematic approach to monitoring and 
measuring customer satisfaction. This approach should be supported by top 
management, leadership and commitment throughout the organization, and an 
organizational framework to enable the planning, design, development, operation, 
maintenance and improvement of processes for monitoring and measuring customer 
satisfaction.

Maintenance and improvement includes the review, evaluation and continual 
improvement of processes for monitoring and measuring customer satisfaction (see 
Clause 8).
When measuring and monitoring customer satisfaction, the organization should 
consider and address risks and opportunities that can arise. This involves:
— monitoring and evaluating processes and internal and external factors concerning 
risks and opportunities;
— identifying and assessing specific risks and opportunities;
— planning, designing, developing, implementing and reviewing corrective actions 
and improvements pertaining to identified and assessed risks and opportunities.
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An opportunity is related to identification of a new possible way of 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 of customer satisfaction measurement.
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ISO 10004, Clause 6.1:

Some examples of the ‘purpose’ of monitoring and measuring customer satisfaction:

to evaluate customer response to existing, new or re-designed products and services;
to obtain information on specific aspects, such as supporting processes, personnel or 
organization behaviour;
to investigate reasons for customer complaints;
to investigate reasons for loss of customers or market share;
to monitor trends in customer satisfaction;
to compare customer satisfaction in relation to other organizations.
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• by customer;
• by region;
• by time period;
• by market;
• by product;
• by service.
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Determine the frequency of data gathering:
on a regular basis
on an occasional basis
or both, as dictated by business needs or specific events
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Frequency/trends in complaints/disputes
Frequency/trends in returns, repairs, installations, field inspection reports
Frequency/trends in service non-conformities (e.g on time shipping
Marketing data obtained – customer service calls – marketing communication
Supplier surveys conducted by customer organizations – comparison surveys
Media reports
Sector/industry studies  - comparison
Regulatory agency reports/publications
Social media
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The organization should periodically review its processes for monitoring and 
measuring customer satisfaction, in order to ensure that they are effective and 
efficient and that they yield information that is current, relevant and useful. Typical 
actions to consider include:
— ensuring that there is a plan, schedule and defined process for monitoring and 
measuring customer satisfaction;
— reviewing the process of selecting customers and characteristics to ensure they are 
aligned with business goals and priorities;
— ensuring that methods and processes for direct measurement of satisfaction 
reflect changing customer conditions and business goals;
— reviewing the methods of analysis of customer satisfaction data to ensure they are 
valid and adequate;
— verifying that the various components and their relative weights reflect current 
business priorities, if the customer satisfaction data are consolidated into an indicator 
such as CSI;
— periodically reviewing the process for validating customer satisfaction information 
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against internal data or other business indicators;
— verifying that the forum and process for ongoing review of customer satisfaction 
information is appropriate and adequate;
— verifying that the process for communication of customer satisfaction information 
to relevant functions is operational and effective, e.g. determining if the recipients 
find the information useful or if the information is utilized;
— identifying impediments and aids to communicating customer satisfaction 
information in order to promote improvement;
— reviewing risks and opportunities related to customer satisfaction measuring and 
monitoring;
— evaluating the effectiveness of the actions taken in relation to risks and 
opportunities.
NOTE Information from the use of code of conduct for customer satisfaction (see ISO 
10001), complaints handling processes (see ISO 10002) and dispute resolution 
processes (see ISO 10003) can assist in the maintenance and improvement of 
processes for monitoring and measuring customer satisfaction.
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— ensuring that the process for capturing customer expectations (implicit and 
explicit) is current and comprehensive in scope and that it includes verification, 
where possible with the customer;
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— ensuring that the process for capturing customer expectations (implicit and 
explicit) is current and comprehensive in scope and that it includes verification, 
where possible with the customer;
— reviewing the indirect indicators of customer satisfaction, including lost customer 
analysis, to ensure the sources are current, comprehensive and relevant;
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