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promote	co-creation.	Co-creation	values	are	considered	and	nurtured	by	management	when	decisions	
around	work	and	organization	are	made,	so	that	successful	stakeholder	relationships	can	be	supported,	
thereby	supporting	the	human-centred	organization.	

Management	directives	should	reflect	a	balanced	attention	to	stakeholder	groups	in	order	to	promote	
the	 sustainable	 growth	 of	 the	 organization.	 Executive	 board	members	 and	 policy	makers	 are	 tasked	
with	the	responsibility	of	leading	the	organization	and	committing	to	provide	the	resources	needed	to	
achieve	their	goals.	Regarding	the	human-centred	organization,	 this	responsibility	 is	outlined	 in	more	
detail	in	ISO	27500.	

	

Figure	2	—	Framework	of	stakeholders	[CHANGE	“Society”	to	“Societal	Stakeholders”	and	put	
boxes	on	border	of	“Organization”	box]	

5.2 Change	of	perspective:	Internal	customers	and	external	employees	

A	 useful	 concept	 for	 human-centred	 organizations	 is	 that	 employees	 be	 considered	 as	 internal	
customers,	and	that	customers	be	considered	as	external	employees.	[#12	-	#15]	In	the	human-centred	
organization,	 all	 employees	 and	managers	 should	 treat	 each	 other	 as	 if	 they	were	 prized	 customers,	
because	 excellent	 internal	 customer	 service	 helps	 organizations	 yield	 a	 positive	 interaction,	 improve	
interdepartmental	 communication	 and	 cooperation,	 harmonize	 processes	 and	 procedures	 and	 boost	
employee	 morale	 and	 satisfaction.	 Hence	 it	 promotes	 safety	 and	 health	 in	 the	 organization,	 and	
contributes	to	long-term	wellbeing.	This	also	reduces	costs,	increases	productivity	and	produces	better	
output.	

Similarly,	 customers	 are	 not	 just	 purchasers	 or	 users	 of	 products	 and	 services	 rather	 they	 provide	
resources	 to	 the	 organization.	 These	 customers	 could	 be	 regarded	 as	 external	 employees	 who	
participate	in	the	development	and	delivery	of	products	and	services.	In	doing	so	they	add	resources	to	
the	value	creation	process	as	external	employees	and	increase	the	value	of	the	organization,	employees	
(personnel)	 and	 customers	 themselves	 by	 reducing	 cost,	 customizing	 products	 and	 services	 and	
increasing	interaction	between	internal	and	external	stakeholders.	
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              Figure 4 — Three genres of services: person-centred triangle 706 

 707 

Integrated health services provide health checks and guidance, and health promotion services including 708 

social participation. Integrated care services provide independence/autonomy support and social care 709 

services in coordination with medical care services. To support these services, a social infrastructure 710 

system would provide the housing, community, economy, technology and innovation. 711 

 712 

The holistic framework of services is shown in Clause 4. Its main service categories are health services, 713 

care services and social infrastructure. It should be noted that this framework itemizes services 714 

extensively but is not exclusive. This framework can  develop continuously into the future. 715 

 716 
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Introduction 

The competitive world in which customer expectations and behaviour evolve has changed. Today, 
globalization, new technologies, education, information, transparency and the increased choice of 
products and services allow customers more freedom of choice. Every purchase and customer contact is 
a moment of truth. Existing and prospective customers are influenced by the opinions of other 
customers, for example by their reviews on the internet. These reviews can have a disproportionate 
impact on an organization’s reputation and its success or failure. 

Organizations often say they put the customer at the centre of their business. However, in competitive 
markets it is essential to manage the whole organization around the customer and the experience 
offered. Organizations who know and do this will flourish. It is no longer enough for organizations to 
deliver the basic services and products expected by customers. To be successful and to stay ahead of 
competitors, it is essential to delight customers by providing outstanding experiences. This is the 
objective of service excellence. 

This Technical Specification describes the principles, elements and sub-elements for creating 
outstanding customer experiences. The basic foundations of implementing service excellence are the 
two lower levels of the service excellence pyramid (see Figure 1). These are described in standards such 
as EN ISO 9001 and ISO 10002. This document deals with the upper levels which are: 

— individual service (Level 3); 

— surprising service (Level 4). 

 

Figure 1 — Service excellence pyramid1) 

                                                             
1) Adapted from DIN SPEC 77224. 
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