/ o8 Y
N  TRC EYE Vit
E-mail: y.koshino@tokiorisk.co.jp
2000 10 JIS Japanese Industrial Standards

JIS 29920: 2000

)
ISO International Organization for Standardization

&)
ISO

© 2000



ISO IEC International Electrotechnical Commission

EU European Union EN European
Standard
ANSI American National Standards Institute
BS British Standard DIN Deutsche
Normen/Deutsches Institute fir Normung JIS JAS
Japanese Agricultural Standard
S M L
ISO100 1S0400
IEEE :Institute of Electrical and
Electoronic Engineers 1394 Ethernet (IEEE 802.3)
1SO9000
1SO14000
2

© 2000



JIS

©)

4

© 2000



(1) CRM
CRM Customer Relationship Management
CRM

@
1995 1998 1999
2001 4

©)

© 2000



4

®)

(6)
CRM CTl Computer Telephony Integration

)

SLA

Service Level Agreement

8
1999

© 2000



(9) 1509000 2000
1SO9000
2000

2000

@
1987

1999

(2) AS4269: 1995
AS4269: 1995 Complaint Handling
Standards Australia International Ltd.
Australian Standards
1995

2000

SAl

2000

AS



©)
1995
12 1999

(4) COPC-2000
COPC-2000

COPC (Customer Operations Performance Center Inc.)

COPC
LL-

(5) BS8600: 1999
BSI British Standard Institute 1999 4
BS8600: 1999 Complaints Management System — Guide to Design and

Implementation

AS4269
BSI 1SO9001 BS5750 15014001 BS7750
BS8600 ISO AS4269
(6) HDI
Help Desk Institute 2000 2
HDI
2000 6 2

© 2000



HDI

(7) J1S 79920: 2000
JIS 29920: 2000

20

®) 1509000
1SO9000

2000

2000

1SO9001

(9) 150
1SO9000

COPOLCO

ISO

1SO9000
AS4269

1SO9001

1ISO9001

1ISO9001 9003

2000 12

2000
1ISO

1ISO

Committee on Consumer Policy

BS8600 JIS 79920

COPOLCO
ISO
TC176

2000

2000

2000 10

1S09003

1SO9004

1999 5



JIS 79920: 2000

JIS 79920: 2000

@

(Complaints handling management systems — Guideline)

&)

© 2000



©)

®

)

2000

B to C
to B

10



4

2000

11



JIS 79920:2000

@

3.1

3.2

A A A A A

12

2000



3.3

&)

4.1

A A A A

A

13

2000



4.2

4.5

4.6

4.7

4.8

4.9

14

2000



15

2000



)
&)
©)
4

®)

6

™

®

©

(10)

(11)

(12)

(1996)
(1999)
Q&A
http://www.jisc.org/g&a2_1.htm
(2000) Report Vol.1 — Vol.7

(ACAP) (2000)

United States Department of Commerce Technology Administration National
Institute of Standards and Technology Baldrige National Quality Program(2000)
Baldrige National Quality Program 2000 Criteria Performance Excellence
SAIl (1995) AS4269:1995 Complaint Handling SAl
(2000)

Customer Operations Performance Center Inc. (COPC) (1999) COPC-2000
Standard Internal Customer Service Provider Version 2.3 COPC
British Standard Institute(BSI)(1999) BS8600:1999 Complaints Management
System — Guide to Design and Implementation BSI
Open Site Certification Standards Committee (2000) Certified Support Center
Model and Standards Document Draft Version 8.0 Help Desk Institute
ISO/TC176 (2000)
ISO/D1S9000, 9001, 9004

2000 10

16
© 2000



