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____Reference No. _
| 1ISO 9000:2015 Quality management systems fundamentals and vocabulary
1ISO 9001:2015 Quality management systems -requirements
ISO/IEC17025:2017 General requirements for the competence of testing and calibration
laboratories

[SO 10002:2018 Quality management — Customer satisfaction — Guidelines for
complaints handling in organizations
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| Term | | Definition sttt ‘ Reference

Product output of an organization that can be produced without any | ISO9000:2015
transaction taking place between the organization and the
customer

Service output of an organization with at least one activity necessarily | ISO9000:2015
performed between the organization and the customer

Customer organization or person that receives a product [SO9000:2015
Note 1 to entry: The customer may be the user or a distributor

internal which include all persons or departments in methanol kaveh that e

customers received test results

external which include external persons , companies, regulatory that o

customers received test results

Complainant | person, organization or its representative, making a complaint ISO

10002:2014

Association | <customer satisfaction> organization consisting of member | ISO9000:2015
organizations or persons
Feedback <customer satisfaction> opinions, comments and expressions of | [ISO9000:2015
interest in a product , a service or a complaints-handling process | ISO
Feedbacks are the positive and negative expressions by any | 10002:2014
person or organization against the services rendered. ILAC
Complaint <customer satisfaction> expression of dissatisfaction made to an | ISO9000:2015
organization , related to its product or service , or the | [SO
complaints-handling process itself, where a response or | 10002:2014
resolution is explicitly or implicitly expected
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Customer interaction of the organization with the customer throughout the | ISO9000:2015
service life cycle of a product or a service [SO
10002:2014
interested person or organization that can affect, be affected by, or perceive | ISO9000:2015
party itself to be affected by a decision or activity 1ISO10002:2014
stakeholder
Review Determination of the suitability, adequacy or effectiveness 1ISO9000:2015 ™
Corrective Action to eliminate the cause of a non-conformity and to prevent | ISO9000:2015
action recurrence .
Effectiveness | extent to which planned activities are realized and planned | ISO9000:2015 :
results achieved -
A %
-
-
-
.
-
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