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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 proce@lures used to develop this document and those intended for its further maintenanee
described In the ISO/IEC Directives, Part 1. In particular the different approval criteria neededfor
different types of ISO documents should be noted. This document was drafted in accordance 'with
editorial ryles of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).
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Introduction

The ongoing success and development of any organization relies on its understanding of the expectation
levels and perceptions of its customers. The results of specific consumer research by ISO’s Consumer
Policy Committee (COPOLCO) prompted an initial request to member bodies to assess the interest in a
customer-focused contact centres standard.

Service standards are an important element of service management excellence; they help clarify
expectations for clients and employees, enable performance management, and support client and
customer satisfaction. This document specifies requirements and gives guidance for using the services

of i
inte

Imp

employee and the CCC, improving the robustness and efficiency of service, the client/CCC r¢

the
ISO

Thi
and|
reni

Thi
and

ISO

It deals with certain aspects of products and services which remain the responsibility o

org

h-house (captive) centres and outsourcers (third party providers) on behalf of custd
nded to be used for any customer interaction with a Customer Contact Centre (CCC).

lementation of this document and ISO 18295-1 can create value for the custorher, the

refore enabling the CCC to deliver a higher level of customer experience onbehalf of the ¢
18295 comprises two parts (see Figure 1).

5 document specifies requirements for the client organization that-mandates the CCC (in
or the outsourcer). A CCC is not responsible for certain aspects of products and sery
ain the responsibility of the client organization.

5 document aims to ensure that customer expectations are’consistently met through th
management of appropriate arrangements with CCCs-neeting the requirements of this (

18295-1 specifies requirements for CCCs which a¥e either in-house or managed by an

hnisation, rather than the CCC.

mers. It is

client, the
lationship,
lient.

Lthouse CCC
ices which

b provision
locument.

putsourcer.
[ the client
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1ISO 18295-1 ISO 18295-2
Describes relationship Describes relationship between
between each party customer and client with

directives given to the CCC

ISO 18295-1 is used by the —_— CUSTOMER —— .
CCC whether in-house or ISO 18295-2 is used

outsourced by the client using the
services of a CCC
whether in-house

or outsolrced
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Figure 1 — Relationship between ISO 18295-1 and ISO 18295-2
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Customer contact centres —

Part 2:
Requirements for clients using the services of customer
contact centres

1

Thi
(cc

Scope

5 document specifies requirements for organizations using the services of customer cont
). It aims to ensure that customer expectations are consistently met thiough the prq

management of appropriate arrangements with CCCs meeting the requirements of ISO 1829

Thi
(ca
incl

Thd
con
und

ISO

For

ISO

3.1
cus
org

Not

5 document is applicable to clients using CCCs of all sizes, across(all sectors includin
tive) centres and outsourced (third party operator) centres, acfoss multiple contac
ding voice and non-voice media.

Normative references

following documents are referred to in the text in.such a way that some or all of th
Ktitutes requirements of this document. For dated references, only the edition cited 3
ated references, the latest edition of the referenced document (including any amendmen

18295-1, Customer contact centres — Part 1x:Requirements for customer contact centres

Terms and definitions
the purposes of this document, thé terms and definitions given in ISO 18295-1 and the follo

and [EC maintain termin¢logical databases for use in standardization at the following adg

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

IEC Electropediasavailable at http://www.electropedia.org/

tomer
hnizatioh'or person that receives a product or service

e I-toventry: A customer can be internal or external to the organization, e.g. consumer, end user,

hct centres
vision and
b-1.

g in-house
L channels,

bir content
pplies. For
[s) applies.

wing apply.

dresses:

beneficiary

or pl

irehaser

Note 2 to entry: For the purposes of this document, the term “customer” includes potential customers.

[SOURCE: ISO 18295-1:2017, definition 3.7, modified - Note 2 to entry has been added.]

4

Client requirements for CCC service provisioning

A client engages the services of a CCC in order to provide its customers with a positive customer
experience. At times it is necessary for the brand promise and marketing campaigns to be known to the
CCC. To achieve this, the client shall:

a)

identify the needs and expectations of its customers (see 5.2);

© IS0 2017 - All rights reserved
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b) determine the experience they want customers to have when interacting with the CCC;

<)

ensure the CCC is clear about those needs and desired experience;

d) ensure the CCC has the required resources to deliver the relevant customer service;

e)

strive to develop a positive and effective relationship with the CCC and its staff.

In order to comply with this document, the client shall make use of a CCC that complies with ISO 18295-1.

5 Cust

5.1 Gen

The client
CCC custorj
desired ex]

5.2 Iden

The client
CCC servic

a)

access
peopls

b)
‘)
d)
e)

Based on 2
competend

prefer
contex

confid

mer pxppripn ce

bral

shall provide the CCC with information about its customers, their needs and 'the des
her experience, so that the CCC can be appropriately equipped and resourcéd-to deliver
berience.

tifying customers’ needs

hall identify its customers and their needs and expectations s@ it can design an appropn
. The client shall consider the following:

bility for all customers, internal and external, includihg where relevant, children, o
those with different abilities and the vulnerable;

langudge, location and time zone;

"ed interaction channels;
t of the customers’ needs and expectations e.g. complexity, potential impact, severity;
entiality, privacy and data security.

) to e), the client shall agree with the CCC the channels to be used and the resources
ies needed by the CCC.

5.3 Customer experience strategy

The client
define the
purpose of

The follow

chall create andddocument a customer experience strategy. In this strategy the client s
experience they want customers to have when interacting with the CCC, outlining
the CCC’s service delivery.

ng shauld’be considered when creating the strategy:

red
the

late

der

and

hall
the

a) commeication objectives;

b) brand
<)

management;

accessibility;

d) key stakeholders - internal, external, regulatory bodies etc.

5.4 Customer access and contact strategy

The client shall design and document a customer access and contact strategy that defines the
communication channels and operating hours that the CCC shall deliver.

The client shall ensure that contact details of the CCC dealing with complaints and service enquiries are
available and easy for customers to find.

© ISO 2017 - All rights rese
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All material providing contact information of the CCC shall indicate clearly which channels are
available, at what times and for what interactions. It should also include any limitations on accessibility
and provide alternate options where available.

The client shall ensure that navigation within a CCC’s automated response system is user friendly and
relevant.

Customers calling the CCC shall be given an option to break out to an agent at an early stage. This shall
be within the first three levels and then on each subsequent level.

For inbound interactions, the client shall:

a) |agree Service Level (SL) with the CCC, taking into account customer wait tolerance tijnes across
required channels;

b) [ensure that the CCC is resourced to meet the SL;
c) |ensure that the CCC acknowledges receipt of digital interactions in an appropriate amoynt of time.

Bes| practice recommendation is for customers to be connected to an agent within 1 min offjoining the
quejue, after the Interactive Voice Response system (IVR), or to provide-an option for the cistomer to
reqpest a call-back.

5.5/ Customer costs

The client shall ensure that all material containing CCE contact information clearly indicates any
addjitional costs the customer will incur for using the CCE; whether charged by the client or the CCC.

Walting/queue times should be free of charge for the'customer.

5.6 Consistency of information

The client shall ensure that all information provided across all CCCs and channels is congistent and
tailpred to the channel type.

5.7| Customer protection

Thd client shall ensure that.dny sales contacts initiated by the CCC are not disguised, for gxample, as
a syrvey.

The client shall ensuife that the CCC observes opt-in and opt-out lists and there is a process|to identify
applicable nationabrules and legislation.

The client sHall'ensure that all customer contact lists it provides to the CCC or that are obtajned by the
CCd have accurate data which is up to date. The client shall remove customer details from tHe database
wheén informed to do so by the CCC.

5.8 Ethical behaviour
The client shall ensure that the CCC acts ethically by:
a) contacting customers only at reasonable times;

b) ending contacts when it becomes apparent that the recipient is not capable of understanding the
full implications of the offer;

c) terminating the contact and making no further contacts when customers have clearly indicated
that they are not interested.

The client shall ensure that the CCC provides customers with information about available channels for
post-purchase service prior to concluding any sale.

© IS0 2017 - All rights reserved 3
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The client shall ensure that customers receive written confirmation of all financial commitments.

5.9 Customer data

The client shall ensure that the CCC handles, stores and retrieves all customer data in a secure, access
controlled and monitored environment.

The client shall ensure that customer data is only used for the specific purposes agreed with the CCC.
Customer data shall be kept private and only shared with authorized parties. The client shall verify that
the CCC deletes data that is no longer required.

6 Client relationship with the CCC

6.1 General

A client empgages the services of a CCC in order to provide its customers withyan accessible and
consistently high level of customer experience.

6.2 Customer experience strategy

The client $hall ensure that it communicates its customer experience strategy, as defined in 5.3, to[the
CCC and thit the CCC fully understands it.

6.3 Cusfomer access and contact strategy

The client $hall ensure that it communicates its customer decess and contact strategy, as defined in|5.4,
to the CCC pnd that the CCC fully understands it.

6.4 Roldgs and responsibilities

The client $hall agree with the CCC the roles:and responsibilities of each party.

6.5 Communication of information to the CCC

The client $hall provide the CCC with all relevant product and service information to enable the CCL to
deliver the|desired experience. The client shall keep this information accurate and up to date and shall
inform the|CCC of any changes:

The client $hall ensure it gives the CCC sufficient time and information to equip the CCC and its ag¢nts
with the cqmpetencies;needed to deal with customer needs. This includes product, service, system and
process information,

6.6 Operational processes

The client shall establish and document operational processes with the CCC. Where the client is involved
in resolving customers’ needs, as identified in 5.2, it shall provide appropriate resources and timely
responses.

The client shall ensure that the CCC has all the required operational and support processes in place. The
client shall share all relevant information, training and systems access at the appropriate time so that
the CCC can deliver the desired customer experience.

The operational and support processes shall include:

a) start-up/on-boarding to ensure the CCC can deliver the desired service to customers from the go-
live date;

4 © IS0 2017 - All rights reserved
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customer-related processes that are communicated with the CCC;

1) Escalation and complaints processes shall be documented, detailing any additional next
level support required to assist the handling and resolving of any escalations and complaints
that are to be dealt with by the client. It shall include handling complaints about products or
services, the client or the CCC. The process should be readily available for customers to access.

2) The client shall take necessary steps to continuously improve customer-related
where performance deviations and actions related to agreed client-related pro
reported to the client by the CCC.

processes
cesses are

6.7

The
exp|
agr

6.8
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(me
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Thd
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by t
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Thd
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NO1
info

NOTE Guldance on complaints handling and resolution 1s availlable m 150 1000Z and [50 10U

agreed termination process for ending a service or agreement with the CCC, to ensure
negative impact on customers.

Forecasting and planning

client shall share the relevant information in order to enable the CCC‘to estimate thd

be a forecast and planning process.

Monitoring CCC performance

client shall agree and document, together with the\CCC, the relevant performance
trics) for the CCC, and a process for monitoring the’performance of the CCC against
fomer requirements.

Customer feedback

client shall put in place processes to gather customer feedback where possible and appt
client and the CCC can monitor and improve customer experience. Feedback gathering c
he client, the CCC or an external erganization on behalf of the client.

0 Terms of service

client shall specify terms of the service to be provided between the CCC and the client
gnated responsibilities.

E A Service-Eevel Agreement (SLA) can be used for this purpose; see ISO 18295-1:2017, 4
rmative guidelines.

DO3.

there is no

volume of

ected customer contacts, including variances for each contact channel. The client and thle CCC shall

measures
client and

opriate, so
n be done

indicating

Annex B, for
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