
 

 - 1 -

ISO 10008:2013-06 (E) 
 
 
Quality management - Customer satisfaction - Guidelines for business-to-consumer 
electronic commerce transactions 
 
 

Contents            Page 
 
 
Foreword  ......................................................................................................................................................... iv 
 
Introduction  ...................................................................................................................................................... v 
 
1 Scope  ............................................................................................................................................... 1 
 
2 Normative references  .................................................................................................................... 1 
 
3 TermsandDefinitions ...................................................................................................................... 1 
 
4 Guiding principles  .......................................................................................................................... 2 
4.1 General  ............................................................................................................................................ 2 
4.2 Commitment  ................................................................................................................................... 2 
4.3 Capacity  .......................................................................................................................................... 2 
4.4 Competence  .................................................................................................................................... 2 
4.5 Suitability  ........................................................................................................................................ 3 
4.6 Accuracy  ......................................................................................................................................... 3 
4.7 Transparency  .................................................................................................................................. 3 
4.8 Accessibility  ................................................................................................................................... 3 
4.9 Responsiveness  ............................................................................................................................. 3 
4.10 Consent  ........................................................................................................................................... 3 
4.11 Fairness  ........................................................................................................................................... 3 
4.12 Accountability  ................................................................................................................................. 3 
4.13 Legality  ............................................................................................................................................ 3 
4.14 Privacy  ............................................................................................................................................. 3 
4.15 Security  ........................................................................................................................................... 4 
4.16 Integration  ....................................................................................................................................... 4 
4.17 Improvement  ................................................................................................................................... 4 
 
5 Business-to-consumer electronic commerce transaction system  ........................................... 4 
5.1 Framework  ...................................................................................................................................... 4 
5.2 Objectives  ....................................................................................................................................... 4 
5.3 Processes  ....................................................................................................................................... 5 
5.4 Resources  ....................................................................................................................................... 7 
5.5 Connectivity  .................................................................................................................................... 8 
 
6 Single-phase processes  ................................................................................................................ 8 
6.1 Pre-transaction phase  ................................................................................................................... 8 
6.2 In-transaction phase  .................................................................................................................... 11 
6.3 Post-transaction phase  ............................................................................................................... 14 
 
7 Multi-phase processes  ................................................................................................................ 15 
7.1 Consumer interaction  .................................................................................................................. 15 
7.2 Consumer data management  ...................................................................................................... 17 
 
8 Maintenance and improvement  .................................................................................................. 18 
8.1 Collection of information  ............................................................................................................. 18 
8.2 Evaluation of performance of the B2C ECT system  ................................................................. 18 
8.3 Satisfaction with the B2C ECT system  ...................................................................................... 18 
8.4 Review of the B2C ECT system  .................................................................................................. 18 
8.5 Continual improvement  ............................................................................................................... 19 



 
 - 2 -

 
Annex A (informative) Customer satisfaction and consumer needs in the B2C ECT context  ............. 20 
 
Annex B (informative) Supplementary references  .................................................................................... 22 
 
Annex C (normative) Guidance on information provision ........................................................................ 24 
 
Annex D (informative) Guidance concerning an organization's B2C ECT Code  ................................... 27 
 
Bibliography  .................................................................................................................................................. 29 
 


		2026-07-11T15:15:58+0000
	DIN Deutsches Institut fuer Normung e. V.
	Dokument ist zertifiziert




