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. AR OOMEMERE - 1S0 TC159 (ARBTIF)
— ISO 27500:2015, DIS 27501 “Human Centered Organization”
« 4120)—>T - H—EX - British Standards

— BS 18477:2010 “Inclusive service provision — Requirements for
identifying and responding to consumer vulnerability”

- EmESDTT7H—EX - 1S0 TC314 $isk

— ISO IWA 18:2016 “Framework for integrated community-based
life-long health and care services in aged societies”

e STIF7YUSHOITA)=—-1S0

— ISO IWA 27: 2017 “Guiding principles and framework for the
sharing economy”

- B—EXI VL >R - 1S0 TC312 #iss

— CEN TS 16880: 2015 “Service excellence — Creating outstanding
customer experiences through service excellence”
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— Capitalize on individual differences as an organizational strength
— Make usability and accessibility strategic business objectives
— Adopt a total system approach
— Ensure health, safety and wellbeing are business priorities
— Value personnel and create meaningful work
— Be open and trustworthy
— Act in socially responsible ways Society Organization
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— Managing the organization Level 4
from outside-in

— CUStomer Intlmacy Level 3/ Individual service \ CEN/TS 16880
— People make the difference
— Balanced attention to Lovel 2 -
Complaint management
customers, employees and plantmanas 19010002

partners
— Integrated apprOaCh |n Level 1 Core value proposition 1SO 9001
order to deliver outstanding

customer experiences
— Leveraging of technology
— Create value for stakeholders

EAREREA B NS SR ICAT

Surprising
service

CEN/TS 16880

Figure 1 — Service excellence pyramid?)
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