BEHZEAN BABREHS

TR 22 EE RECHAEAEE RERS

H—EXEEDIEEL -
H—EXEEXDFHIED-HD
EELTEESED AR

ERL 2343 A31H
BAEEAN BARBEIRS
IR ZEEILAERARE



This page is intentionally blank



m H Xnm

O b 5 N = . OSSR 1
& — B Ly A e -SSR 1
3 H—E RO LI TR T BT B BB ..ottt 3
3.1 B T D e T I DT T oottt ettt e enenes 3
32 B R E D A Il TR A D N E DN oottt 6
3.2.1 T R DDA EIE DD T EH oottt ettt eeeeaes 6
3.2.2 B R D IR B IR R D IE LN oo 7
323 D A 5 75 ) T == TSSOSO 8

33 e R TR E T B I EE DD EA] .ottt 9
3.3.1 ISO/IEC Guide DTLIEBAIA] ...voveeeeeeeeeeeeeeeee et ee et s e eeeeeesseeeeen 9
3.3.2 B Ak =X L P = iy K X TR U PR 10
34 BRINIZEFEH—E RBEZEDIEEEILBIE ..o 13
3.4.1 L ReD 3 TSP 13
342 BRI L2 T BERIE DD ENIEL oottt nnenens 16

4 R DDA A DD IR R 0 T oottt ettt 19
4.1  H—ERBEEFENDIIIR oot 19
42 BB R T B o R R BB oottt 20
43 S DD T BETE .ottt ettt et et e ettt et et e e n ettt eeaeees 21
R =Y o o R A QTN B Y L= TSSO 22
45  H—E R EEOIEEII TR T BT D REI B oot 24
Dy e o 87 Y -0 [ ) B - =TSRSS 24
5.1 AT TR E AL ettt ettt ettt ettt ettt r ettt et eneeanan 25
52 BBEEVARTLDEEBEBIIEA oot e et s e s e 26
5.3 BB E R D T B R B oottt ettt ettt 27
LI 1 1TSS 27
T B B D B oottt ettt ettt neas 27
7.1 BRI B B oottt 27
7 A BB R OB T T T ettt 28
R2



This page is intentionally blank



Y—EREXDER#EL - Y—EXEXD
EMHED-ODRELTFHESEDOFRAM

FAHEN BRI 2=
HIFEBASEH PR LA AN TR S

BEE oA, VB REZEOIEMACICHNE R S EELO FREIC OV THRE L
b DOThD, FEERE OB - ADoOmEb, FrEtEoORHER S ok, EES
RIZBIT 2 —E AFEEOREIMEA R I T, FBETITZENARE (GDP) D 70 %% H—
EREENEDTND, FHETIE, STRAESA ¥ B a—, FERISEI~DOSIEIC X
ST, Y —EREEICET 2 BEAHESCENAOIEE LB [ 2 08 Lz, fER. h—E R
PESEIZPET DAFEL DL EVE Z 25 ﬁéﬂfwé%@@ =2 L0 HDOIFFRMENIC
<< Rt %k%lﬁﬂ%k@ﬁ“ﬁf: LIS WIEE—MRH L Z L booTz, LT,
ENERRT D720 ﬁé-ﬁb@%% Wz, —E A4, HEOFM, Bl
DAE—=T AR, *%ﬂ@t@@%ﬁ#%%f%@ B L2 2121, EHO
DERLTWVHEND % (RN L2 th Bl 2 B A RN DREZ X D L L2 L)
Binkleol-, £io, HEUEOHED H E LT, BENREIEY AT LAOE AN L H 1172 B
ThorZEbHBNERoT,

1 HEBMROEH

ZOWEMEIL, ETETEREMESERT O —EREXOEN LK D IZIX, FOX
IRIEHELZ SO FOX D ITEHRE(LEZED L XE 0, FRaEEHONCT S Z 2 HB
E LT, BRI, EEBRSE 7 a@mIcbEA LR DL, [—E2] 280X HIC
P2 DRENELE L, BEEHECHETT O L o BU S O BAREF] 2> 5 B 72 AT 6E
PEZRY , TEDORVBESNLG=—AXLHERGHEREELRKV AL Z L2 AfE LT,

2 ER-HEEE - AT
a) BEmEMEER
1990 A BAGE - I LS RRFEIRT O 2K R 2 L, BAREOFEEICH K& RE(E D
725 L7z, WTO/TBT (Rl O & IEHm s Sl o R 1T 2 =R 2 H—(k L7z, i
Ea 2 OB, 7 Z b - B OF Y 2 — i klE, I E MR A2 ES
ZEHEAREICL, FEEO TR REREZ L0 L, < CRMWER LD Z BIET
HETFTMIBRNPEDOBZFEIETH- 120N, TOETALEHBEICE > T S, BrsET
WA E LTHEIT TR, v~— 7y FELTHHEEZ LT WD, SLICTVX L
fbix, WL —v2A0MAEZ2ETETEERLOIHL EiFe, T0—J T, L#EET
X, D rEE b, OS], BRIEMEASOBLEOZAET L, BAE TITHLHI



WMEREA BABUS S B BARHD
FEYELIRA IR FonR 22 4 FEH s

WENHEAT, FER, P REEOTHIIZHEL - IERPEL, 5% ORFOME DT
YOUERDLZEIZBHFEINTND,

ZOEHIT, FEEOY—EAMEDRRHITERT HRNICH LT 01D LT, HBED
P RAEEIT, BOEREICHAND EAERIIEVCRS S £72, bAETI, BTEE
KGR E LT NS IZHT 5 & Y — B AEOIEREITLT L HIRRIIZERH A B Z bt Tn
LTV RRVRIUC D D, Y — B REEORIGITIEENFITIE TE Ve 53
HilZE I EE T o7,

b) Y—EXDEEREL YV —EXEXDEHHE

[H—E R LD IZHONWTIE, BEFORRA RERSMZER H L3, Z O TIL,
MIEHRMNBE 2, P—ERADEFK L LT ISO/MEC Guide 76: 2008 (H— & A ik D BA%E —
HEEME~OBHHACET 8% ICLDERETH W, [ LT 2EELE 3 WEEL
T, MEXEOKREL LT —ER] 2V 5 DL L, ISO/IEC Guide 76 T, ” Result
of at least one activity, necessarily performed at the interface between the supplier and customer, that is
generally intangible " & FEFE L THE Y, ZiUL, F—EXDFHE L TAS< bR TWD [
e TRIRME) E2ER LD THY, BEHOPEGFEIEDO Y —E R (&E) OEFREFED
BERZFCHEB LIS E VWA D, —KIC T —EXPEHE] LW GE, B—KREEXETDH
B WEETHRWERLSNOMD, Thbb, HREEL L TCOY—EREEL ST
IRFEDY—EAEFK L, AEAEYT—E A2 I TREBEOT—EAFEERH Y . WE DN
STIEERARZ LB Z, LB HATIE, P—EALTEL] EWIEVHRHL LD
2y =B 2 ([TITHRELISL OB Z o Z En %, BilxiE, EAK (1994) X, ¥—b
ZNUE, BBERT—E A B —E X B — e X BT —E 20EW® &
HELTWVD, ZOXHT =R OEZRITIEHAT-D, ML H I Z 8 HPH & k5
ERGRO LB & LT,

c) T2 FEDRELRF

Al O MBEERIZ S & . MEEAN B ABUS Tk, Pk 21 FICEE LR AR = %

RE L, SBREVENPELRE S —ERAEZOFEENDDH D FIZHOWTHRF 2B L7,

AL, BEERRIZ L T DIEROERIZBHE L2606, 4T LHBEFEOVSEARIZE B

DR WIEWHLEN B BUROIRIZE DTz, fER, IROFHD R S i,

- EBAE KM E BT, S - EEBEOLERHEEICEITLTCRBY, Y REED
HIEMENEE D OOH D, 72720, =B RO FEITTEE L TR0,

- ERMAEICE, BRSSOV — B RFERICEHE T 2R DFET 208, FSE IR
BEERHEVHEATE LT, FIMNEIZH Y — B R EEDOAPENE B IR,

- b - FEEORBWELLT 2N TIE, BRMNES (EU) NOEH & otk % B
LT, BRIMNFET DI, H— B REEITKT 2R EDOTE IOV TRRINZ AT
P TW5b, 24 - 20« S bR EN G I I ATV D28, Bl Tl BCRD

' FREFAAETHLERMT O TS, FlAE, BARLEEAR (2010) 3]



BATHEA HAKI 2 SRS
PSRRI Pk 22 AR

BRI DIE EHER LTV D E D IR,

- TEIEME) . TIRIEEME) . TETHME) . TR/ NEZEN) ROV —E2ADREE 2 DL W
—ERADNT v A = EASFDIERE( T — R ITER D NRIRE ) DIEYE(L,
=B R RT A FOERELR . P—ERFEEOAEFEM RN BIZIXA LRI SN D,

FEOB Y MAELFIXTRZb OO, WG LT 5 &, BIERNZ2EKHEEZDO S

DI Ieinolc, £lo, WOGwRRHMETH -T2,

- P—EREEL VS TH, WAL BENRT T —FRnbhnniz i,

- BB RHEEERT D L0 o ThH, FEERMTBOTRRZRIEELORER S 070 < |
A U RAOFEEFIEFER DN T BEELOIY AN DA A =R,

Z ZCWRR 22 R, SCHRGRAR & & b, FERRICY — B RO Z OFEFEIZEY FH

ATWHREBRENLDOET Y 7, BERMRISENCSI L CHGORNZHIET 570 &

DIEE HIT > T2,

3 H—EXXOEELICEATHAE - SiM
3.1 BETIETHRGE

YP— B RFEEDIATIRIIZEAAAET D208, T 2 TR, FrICH — B X LEHE(LIEE) IR
KDL NbDEERLNAIN OO E L Ea—T 5,

a) EEMOEX-E/EY—EREDORE

PERMEEDENREIZ LT, Y= REENETETEEL D OB HIL, &<
MOAFET D, RERR SO L LTIE, Bell (1973) 12X - T, 1970 FFRICEEIC T L3k
] LI BEMEDN TR, RFEOMEDEMEIZL > T, H—K, H R, F=&
ERBFOENDBOEDLLIZON, BEOTLNY—ERAEEIZRD Z LA EHEINTH
5o BRI ERORFICED 5 —EAEMOlFITHE KR L, — 2R E D
BEREEER L LT RICGRERIN TV, ZLTEOH%H Y., RKOBRE Ok~ 2245
DR H, FiTiX Iversen & Wren (1998) (285, [M—EAXEHE RV L~ OLDH
2, BREVPEEN P —EREICBAITT 5 &, Priaafh. EHMER, MESEO 3 5%
R 72 9 2 L IEREECTH D L WIS 2 H D,

PEE F D53 Tld, Porter (1990) 1%, PEEDBAENOBLEND, T — B ZAENE DB
PN HD HBHEEMERIE L TS Z L2 L T2, Porter I3, €/ & — B R0 HE
IZAEODNTND Z L 2D THER L. EBBS ORI X5 — B 2 {EFEO KHRMLIC
X, VAT MME, Tt AN EETHL Z LIZbN TS, LT, —EX
PE¥D=— AP KRTHERE LT, ENSOHK, BOEWAER~O/R, RIBOHEK,
#ififk, mE b, FEEREOZE L, BETOESRIC L 28— 2O MEL, RE O EEl,
EE L S, B, WK - 25t L5, 2V P70 07 T AT U A
HHRP—E AR EDINEOHEIMEZIERH L TWb, £72, ~—7 7 4 > 7 OBLEN G, Kotler
5 (2002) 1X, o, EMCRELLRE WbwbTrn T2y at s - RADw—
T4y OMBRE LT, BEAOBBEME, BEORNLOBRR, MREOEEME, 72



WMEREA BABUS S B BARHD
FEYELIRA IR FonR 22 4 FEH s

BESEE LU, GBSO LT, b — L AORE, R, MsE e~ — T o
VI REORE, =T 4 T DA R R EEHIT TS,

PR LG ORRA LN DIT o, REBICEGE Y — B X S A FEICHE 2
LAEmABIRE Y . FIZIE, IBM X, h—ERY A = 2L U THEA RIFEA1TH L 9 1ck
~72% 29 Lz, ##JI1 (2010a,2010b, 2010¢) 1%, FERDOEEX RS2 KA T HE R E L
TH—bEARIFrbharYyZ (SDeYyY) PDEHSNLTWAZ ExzERHL WD, £
ks e, —E2OMEIX, BT/ E—ERxE2RL [ —ExX=% s
2] ELTIAZT, P —ERIZEAORMELZHEIET S22 L bifE o772, £/ ¥ —1
A% BE L I RIRMB R O DN ERBH LR DI oh, B 24— R &
(B DRV —E X Rd DLV RkAx REGREHET D SD vy y ZIZIEEPEE
STEREFHENTND, £/, SD RV v 71Tk - T, BENEET HMEORE LA
KOLONHLREL LB INT, EROHERTIX, MEE2ELHTOEHL ETTHLRET
HY . BRI EENESLM LIAMEEZEER T D LD~ - ¥R R Th o 72i3,
SD =¥y 7 Tk, MifEZERHTOIL, RELBMEONGTTHY . HAEEMZSS U T
BERET 2LV EXFZRRLTWVWD, £ LT, iEZERNT O, "Ly —t
ADFEANFEIZ T T, ZORMZICH S EIE 20V 23 2P CfifEE2ALET D &0
IEZBEEFLTND,

—J7, BBEORIE S KX TIX, Mlid, Atkmz 5] LEnTEY, AR )
FEEYEZ S LTWD08, TREFHE] TR SRV TE, BEMIZOWT 20
FloOFEEWHET S L THEMZRD TV D, (BFFFE 70 £55) . i, Bl IXFEES
DFAFIZBNT, AEYTHLIE ) LEENTHL Y 7 MM, FRFICAB SN LI
BRoTETNHEIT, ) LY —ERPREAE L TOHRBIZHEET S,

b) BEANY—EREEICEZ ZEE

BERRF T 59— E AROBEMN ETIToN, BRI 5 L9 TN T,
B 2l o> T — B AR RIS 2 RIS oW TRk % R0 S840 Tz, 29 Lis
Hi, Claudia & Vries (2009) 1%, #ED S F I E TN D | LB FEEDA ) X—
AV DWBEREM LIS 2T, TUyr—Ml&ERENDL, Y—EREEIIBNTY
BEYE(E A ) N—=2a VERRET DO OEBERBERN LD Z LR LT, TR UL,
AL, A/ R=2a v EBITOOM#Ek, Y hT—JHR. 7y bT7ar—n0 H
EHEERME L TH LTS 2 AET 21300 2, EENFEIFO A 28K L, FrLn
HDOEBANT D EEDRIRBOMEZRIEL, S HIZ, ISO 9001 > U —AD L) RiE~
XVAY RVAT AL, MRBRICBREEE 52D L T0WD, £, 77U T 4w X
VAV IDT—=ARAZT 4 &b LI EEERICSBIT 2 2 LIk o T, v 1P A b,
P—ERAORESENHAIERLEND, 4/ XR—va VA RESE D AT =X L EHH

PIBMAD T =T YA b (PR YA U ROBI - R - A S N a T KD At - RFOE
Z BE L C) http://www-06.ibm.com/jp/press/pressroom/kaiken/20050909ab.pdf (2011.1.31 BJ%) , [Fl(Service Science and
Smarter PlanetJoin this Group) https://www.ibm.com/developerworks/mydeveloperworks/groups/service/html/communityview?
communityUuid=d433e517-1ebc-410d-bde3-cc2bdc1952fc (2011.1.31 fiHE) IR SN TV 5,



SRR AU e Bk BT
PEE(LARA I JEEE oAk 22 4R REHS

L7, &bIT, P—ERERICBT DIREORE LM L2 H D & LT, Blind (2006) i3,
FATHIFERCBEED 1SO BURSCRIN S E OBUE OSHTITIMAMEAOT > r— bz b Lz, ¥
— B A BE O HIHE & Service Management”, ”Service Employee”, ”Service Delivery”, ”Customer
Interaction”, “Data Flows and Security” O 520D 7 7 AX —|ZHhME LT (‘1 BH), 7272 L,
TNENCFORMITIH L DD, WEHKIZHD EHLIFFITDR, LT LHE

KGR DHBENBREVWEITEARVDLEETH D,

5 1—Blind (2006) I1Z2& %Y —ERXBREDHEH

Service . . . Customer Data Flows and
Service Employee Service Delivery . )
Management Interaction Security
Quality Qualifications and Classification of Evalqatlon of Data flows formats
. . services by (customer
management skills services . .
customers interaction)
Environmental . . i Code of conduct Data security
Further education Service description (customer
management (customer contact) . .
interaction)
Health and safety . Equ} pment Customer and Data flows formats
Ergonomics supporting service consumer . . .
management . . . (internal interaction)
delivery information
. o Data security
Service process Accessibility (internal interaction)
Customer Customer
satisfaction satisfaction
Code of conduct
(internal interaction)
Organization
models Information
systems

(HHFT) Blind (2006)

Fo, HEKEF—ER « f ) R_R—=3 9 VIFRE TR, A% OEICHT 238 E LT
4 SOFMMEER L TWD, Eiuk, —EXMIEO R L, Kk - 1778 - Z0Ek o FIHL,
P—E RO EET Y 7, P AFAE L REE OB OMAOEE Ik 5
—EAMEDOAIETH Y . %< OBEEN ISR LTt s @ L T 5,

¢) H—ERXREZEOAEEN

ZZTCTHARDY —ERPEEDEPEM MR T 5 & sEAEICHANTES 2N &l
THERTE D, (AW BARAEFEMEART (2010) (2 LiuX, TBEOV—ERFEEOF@E
FEMEIZ, HUNGETT AU B D 424 % (OECD EFE 21 A EHH 17 7,/2005~2007 4 1)) |
REAEIACIA 37.8 % ([A] 20 W EFEF 1541) & ARWEFEMEKREIZ L EEoTnd, iz,
R (7 AU HKUELL 48.4 %) RV AT —ER ([ 508 %) H 7T AU I OFSEIHD

PR EEEEAR AL ) _—v 3 VRS U= 7Y A b http//www.ducr.u-tokyo.ac.jp/service-innovation

/index.html (2011.1.31 F3%)



WMEIEN ARG RS Bk
FEYELIRA IR FonR 22 4 FEH s

RFEMAKETH Y | P—EREEOAERITH L TRVREICH S (F23H), ok, #
WD T B EPEMEAKYE (2005~2007 4F5F-1) /Wi B ) SAmHE) 137 A U 0 70.6 % TH Y |
T2 RGBT OECD IR 22 HEFE 6 LT, FEEE T VETIEE 2/ THY . HA
K%wT@%¥&%~EX¥®$FT’k%&#ﬁ%é’kﬁbmé

B, B REEIZHEEICEA TS S 2T, EEEL IFHAERECIWETH
D\~%K@ﬁ%-$@%&%@f&é EMZ\, (A BAREEMATCIX, BARE
WNIZT R RTH DN, SERIECB T A —E 207 7 N7y FHlIZ L < fFEbiv b
i FEFREE (JCSI) A=A HIT-> T D, — B R IHHA BT TS Z &
FEEL <. BENRICOEEOB 2 F 2D ATV 5D,

Pr— B RBERE DL & A EMEOBIROIMbIX, BB RED A 2T 4 TEHED
ETCOF—HKA L b THY, SHEBEERFHE L TREBLETH D,

R2-TEEXDLEEHROHT A ) hk#ER

S EES B WA iz | N REAEIA AT B Em{R SRS | EVRRF—ER

73.9 % 55.0 % 44.1 % 37.4% 523% 94.5 % 91.8 % 50.0 %

HET : (AR BAZEREMEATS (2010)

32 Y—EXEXDREZNAICRAHNEN
321 Y—ERDEEDHT

R DFATIIE /e E A b LI, P—EREEICEHET 28K E ED X Iz o )& n
BH L THhDE, BEORKBTH-TH, £/ L —EAREA L TS EER D> T
X7z, SDRV Y 7S THEZDHE, HMIZE ) OBKEE T —E 2D LI HZ L
I TETP, B/ EHoTRET IV - ATHIUE, T/ OHKTH-oTHLYI—EADT
ORI THDLEBWR D, £ T, & (2005) OFZIIC, EEOZ 2 H 2B L
THDE (A1) oLy Ly, h—REEPHEH L T EERHLLU L, —RAY
—ERIZAZDBUEL, B L ERCESGICHETE NI ERDbhoT, TAET
(X, VR - IRGECERIE S I EOY — R R ERETOERICB N TE 2., BRI —
EA LD HRECEM R IR DR TEY, P AOMEIITERE S DbILT S
otz BEND B, UL, EBICITE / L — 2T~ L THA L) bififiz
AELTWDZ ERbnd,

28, (B1) 2252 1S0 ik, BSI B D, S AT O E0 N RE W —E R
BIGRT 2Bk & . ZAUCBIE OVROGEREZ ICB T 2 B A il L 72 /652 (R 7. &8) T
bbb, Flo, BZELRNBOD, ERHEV MO TR —ERICET S =
== 7] BEOFELHER LT (RIS,

B ZAETE RN BFRIL Z & AR TV D,



BATHEA HAKI 2 SRS
PSRRI Pk 22 AR

NZAHRET 2 —E X

£/ - fERX - 1B

v

«—> <
m @ 3 @
(1) ANIZfthEd B30 —EX
FIZ A OMERLIE R, I, HEBPLICR>THEN, T OS5I, RIRAIE) Sk
DAY —E R (R—F —FOHEMETE) | FrgkBdl, S oRMEL R E T80 0 (GERM.
AR, EF, #A, fi#EL, a2 b 250 8355,
—ARE S L DB NEIR - TR OBUE (272 LEHOER R ED £ /) 1T05H)

2) E/ DT HERAMEE
TR LT, Bl 250, EE, B, B RS - AT, TOHMAIIEFICIE, E
JHLOSEE— B X (KT v, REIPE, AIE. AR— Uiz, KEME, RS, WA A
Jolt, ) O, MRk AFIH L CAMOITAE AT —E X (B, AR) . EHEORME (L
YEII— U—R), TOM (EFR - Ni#) LR85,

— BEINDBUE  ERDE / RRMOBUE, £/ DS (F—ER) OB

(3) =RIEEY—EX
ERERICRoTHENDLF—ER YT, RER, 2L Yy b I—R) E23bH 5,
— TEINDHUE R 5 & D eRO K

4) ANEHLEET B LN DOTER
BEROUWE, W BF, G, AFEICHEMELEER - @k or—e 2% (HiEHa, EH
FE, V7 T TH—R WF - B - WA, BIR K% ERH 5,

— RO ICT OHME, THMRA, o, W7 & OBk

(D) ~ @ 2ECr»Db0E LT, Hik - 0« v X VA MU RAT AREDBKRNPEZOND,
B1—-HY—ERXRDHE (£/ LY—ERXRDREE)

(HAT) 2286 (2005) 237K (1994) %4 LIZHEH L2 b DI

322 Y—EROBEELEHEGBELOZL

—F. = RCHET BRI E T O L OBARRENEMDIZDD T — AR
B2 4L LT, () LA HEERRESED DT A RT A AERERRICSE LIRER,
—ERAEOEREAERT 285613, O ROHM, EHE. EHT2 20107k
E. BUEE I EICIRE D AN R ERTE XL OFRBLETHDLZ LMD
Mmole, ZO7aT=r ME, AXU b (BRE) EWHHh—ERIZETLERE - HE

5

OfigIE. (1) AARMKGS HETFRSMEN, T2l EE (1) SAGMERE 8 EEETHE by
KA

fi
FA AMEREE S (AT = —BIN U TR AR RIS 5,

e



WMEREA BABUS S B BARHD
FEYELIRA IR FonR 22 4 FEH s

FHEADONEERET DA RTA U EERT DA E Licb DT, —MOEHERIE
ez b,

REEOGEIL, /DL CHEREPHIE HE S Figr 737 0 09 < R HE(Lo B 190,
MEF, EO XD RFICFAT 200 E VoA 2 7 NI IR E 5,
L, —ERETHE, HEROMEFEDEZ LI ERNL, RNz BT MZon
TEAbAL BT ZEHBLDIEL OiFEmPLETH o, RERL, F—ERX Lo
TH, MM AR ZTRT O —EADIENI, T/ Z2HFNE ) EZNELTYUTHI> P —E R
WD Z N UIXUILHRMR I, fER, Mt —e 22 BET 200, £/ 2HET
00, #AEZRDDLZEBHLVRETH-ST-NLTHD, b, WEEDLA, T
KT HEREE ST 2 HRICES T2 HERZHBAE 20T VR, —E 208
A FALH—ERTHS THEERMENRKRE L, B2 FORDUHE > TERFHE KE L
bolz, 2FFTIZ, AEERCBI2EAN a2 2% (B2) 1TRT,

Bl Bl - FEREICRIE LA Ry hO~ R U A L hOHBEEDL A

- B EE L HEES, RN, DRORBREOEROTD,», FIAENE L bn, FHEE - HEH
DEREBIBITEYRV A NV AT LAOM N2

- KIGHORE « BrROFMEHR - HEFDFIRE 2

- ED XD RIFTHES Dy - (DFEE DRSO - SEFHE - ST - BkE i - ARG - EE o &
), Fe, QHBENHET —ANO, B/RGHE « JRHRGTE - EE G 7 & o ARG & RS B REOYE(H
VEZEIZHE T LIz ie Bl 5 oo

- TG - FHEAREOIESPEZ R L, FEOEREREZRIET 500 ?

K 22— —ERBEEDRBOERICHELGERK D Vo ADH

(HFT) W)L HEERA Z 3 1 2 ERM BB E@E B 5 - I

323 HEXOFEOBA

—J5 () BARAFEEARIICRE S - — B AEREEERHS OGBS, Bl
(ETHOONDIEELDOFIEN, Y—ERAEEIZBICHTELZ b 22oH 5, [H
Wi Tl T —EREEICBNTA / _X— g v EAEENR L2 OWDCERT D0 &
WORBD S & BRx RIEENZIT o TV D, TDO—ERELT A —ERAHAK 300 &)
FHETIE, A/ _X— a3 UREENR RIS ER R A (XA N T 7T 4 R)
EIToTCVWDHRELRE - RE - ARTIFELITToTWD, FAFET, A7 - LFH
T7u—F =27 2A0lE, — 2O EMIMEE L & OBLED b E R A
BEDTAER, FEE2W-TE, MERICRB T2 EBEKEOTIE, Thbb, QC¥—7 L
REDA B ATE), FEHHITFEIC L D00, FENEREBEMIY—E 2 EITLHED
ThHIEREHEShSoH D, F—EAETIE, Mk, BE¥ED X 5 AN L3
HEWIEREVWRH Y, WIEXO LS REFSITIHEVITORT, B &REBRICHE-> T
HBRBR BT b FEETHDL, Lol WEHEREZ TRTHE, —ER¥EICEB

¢ ZofEKIT, P ERAEEREEERBES~OL T Y SHELROFEWFES O Y = 79 A b http://www.service-js.jp/cms/
index.php (2011.2.3 B 12K+ 5,



SRR AU e Bk BT
PEE(LARA I JEEE oAk 22 4R REHS

WTHBREETHEDON TV AL O FIENFEINIAHTE 2[R H D Z b o
T&ET,

33 Y—EXREZICHET IEREOFHRA
Wiz, —E RAPEHIZESEE L7~ ISO/IEC Guide D EF A=, BEFHAME ZFH U CREICAT
BTN —E ZRDOBIEOFITOFANZHONT, W ONDOHEFEZ L Ea—T 5,

3.3.1 ISO/IEC Guide DIEENME ’

B FRRERE BT kB BRFIE A BLUE T 2 ik & L C. ISO/IEC Guide 65: 1996 (#4585
VAT LEEET LMD DO RESRFIR) b5, ORI TR, TR TR
e AR —EREELRELTED, —E XD :%b\f%iﬁﬁ%f‘%éiﬁ%f‘&;éo
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B 3—ISO/IEC Guide 67 ICEZE SN R T L
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Lo TEY, = RAOTrERAZ—D>—DHEL TV, v—4F v N —F i
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CEN/TC 394 F&E (Services of Chiropractors)

CEN/TC 395 V=7V ard i kb (Engineering Consultancy Services)
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ISO 29990:2010 Learning services for non-formal education and training -- Basic requirements for service providers
L TFKE
ISO 24510:2007 Activities relating to drinking water and wastewater services -- Guidelines for the assessment and for
the improvement of the service to users
LEHAFUR
ISO/IEC 38500:2008 | Corporate governance of information technology
1T
ISO 18513:2003 | Tourism services -- Hotels and other types of tourism accommodation -- Terminology
TintRE

1SO 26362:2009

Access panels in market, opinion and social research -- Vocabulary and service requirements

1SO 20252:2006

Market, opinion and social research -- Vocabulary and service requirements

L 2EN

ISO 12616:2002

| Translation-oriented terminography

R=YFI - IT7AF %L TSV

ISO 22222:2005

| Personal financial planning -- Requirements for personal financial planners

AT - VI bOITF

ISO/IEC 13236:1998

Information technology -- Quality of service: Framework

ISO/IEC 20000-1:2005

Information technology -- Service management -- Part 1: Specification

ISO/IEC 20000-2:2005

Information technology -- Service management -- Part 2: Code of practice

ISO/IEC TR 20000-3:2009

Information technology -- Service management -- Part 3: Guidance on scope definition and
applicability of ISO/IEC 20000-1

ISO/IEC TR 20000-5:2010

Information technology -- Service management -- Part 5: Exemplar implementation plan for ISO/IEC
20000-1

ISO/IEC TR 13243:1999

Information technology -- Quality of service -- Guide to methods and mechanisms

YISGAFI—VDEFAVTAIRTAVIVRATA

ISO 28000:2007

Specification for security management systems for the supply chain

ISO 28001:2007

Security management systems for the supply chain -- Best practices for implementing supply chain
security, assessments and plans -- Requirements and guidance

ISO 28003:2007

Security management systems for the supply chain - Requirements for bodies providing audit and
certification of supply chain security management systems

ISO/PAS 28002:2010

Security management systems for the supply chain - Development of resilience in the supply chain -
Requirements with guidance for use

ISO/PAS 28005-2:2009

Security management systems for the supply chain -- Electronic port clearance (EPC) -- Part 2: Core
data elements

BHREEIRTAV

ISO 24014-1:2007

| Public transport -- Interoperable fare management system -- Part 1: Architecture

BEEREIROAVE

ISO/PAS 22399:2007

| Societal security - Guideline for incident preparedness and operational continuity management

FOERIRDAV

ISO/TR 22514-4:2007

Statistical methods in process management -- Capability and performance -- Part 4: Process capability
estimates and performance measures

DRIRXDAVE

ISO 31000:2009

Risk management -- Principles and guidelines

ISO/IEC 31010:2009

Risk management -- Risk assessment techniques

BEIrOAVIVRTL - B

ISO 14001:2004

Environmental management systems -- Requirements with guidance for use

ISO 14004:2004

Environmental management systems -- General guidelines on principles, systems and support
techniques

ISO 14015:2001

Environmental management -- Environmental assessment of sites and organizations (EASO)

ISO 14020:2000

Environmental labels and declarations -- General principles

ISO 14021:1999

Environmental labels and declarations -- Self-declared environmental claims (Type II environmental
labelling)

ISO 14024:1999

Environmental labels and declarations -- Type I environmental labelling -- Principles and procedures

ISO 14025:2006

Environmental labels and declarations -- Type III environmental declarations -- Principles and
procedures

ISO 14031:1999

Environmental management -- Environmental performance evaluation -- Guidelines

ISO 14040:2006

Environmental management -- Life cycle assessment -- Principles and framework

ISO 14044:2006

Environmental management -- Life cycle assessment -- Requirements and guidelines

ISO 14050:2009

Environmental management -- Vocabulary
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ISO 14063:2006

Environmental management -- Environmental communication -- Guidelines and examples

ISO 14064-1:2006

Greenhouse gases -- Part 1: Specification with guidance at the organization level for quantification
and reporting of greenhouse gas emissions and removals

ISO 14064-2:2006

Greenhouse gases -- Part 2: Specification with guidance at the project level for quantification,
monitoring and reporting of greenhouse gas emission reductions or removal enhancements

ISO 14064-3:2006

Greenhouse gases -- Part 3: Specification with guidance for the validation and verification of
greenhouse gas assertions

ISO 14065:2007

Greenhouse gases -- Requirements for greenhouse gas validation and verification bodies for use in
accreditation or other forms of recognition

ISO 14560:2004

Acceptance sampling procedures by attributes -- Specified quality levels in nonconforming items per
million

ISO/TS 14048:2002

Environmental management -- Life cycle assessment -- Data documentation format

ISO/TR 14049:2000

Environmental management -- Life cycle assessment -- Examples of application of ISO 14041 to
goal and scope definition and inventory analysis

ISO/DIS 14066:2010

Greenhouse gases -- Competence requirements for greenhouse gas validation teams and verification
teams

ISO 19011:2002

Guidelines for quality and/or environmental management systems auditing

I SO/TR 14047:2003

Environmental management -- Life cycle impact assessment -- Examples of application of ISO 14042

ISO/TR 14062:2002

Environmental management - Integrating environmental aspects into product design and development

REIRIAVE

ISO 9000:2005

Quality management systems -- Fundamentals and vocabulary

1SO 9001:2000

Quality management systems -- Requirements

ISO 9001:2008

Quality management systems -- Requirements

ISO 9004:2009 Managing for the sustained success of an organization -- A quality management approach

IWA 1:2005 Quality management systems -- Guidelines for process improvements in health service organizations
IWA 2:2007 Quality management systems -- Guidelines for the application of ISO 9001:2000 in education

IWA 4:2009 Quality management systems -- Guidelines for the application of ISO 9001:2008 in local government

ISO 19011:2002

Guidelines for quality and/or environmental management systems auditing

ISO 10001:2007

Quality management -- Customer satisfaction -- Guidelines for codes of conduct for organizations

ISO 10002:2004

Quality management -- Customer satisfaction -- Guidelines for complaints handling in
organizations

ISO 10003:2007

Quality management -- Customer satisfaction -- Guidelines for dispute resolution external to
organizations

ISO 10005:2005

Quality management systems -- Guidelines for quality plans

ISO 10006:2003

Quality management systems -- Guidelines for quality management in projects

ISO 10007:2003

Quality management systems -- Guidelines for configuration management

ISO 10012:2003

Measurement management systems -- Requirements for measurement processes and measuring
equipment

ISO 10014:2006

Quality management -- Guidelines for realizing financial and economic benefits

ISO 10015:1999

Quality management -- Guidelines for training

ISO 10019:2005

Guidelines for the selection of quality management system consultants and use of their services

ISO/TR 10013:2001

Guidelines for quality management system documentation

EEPZ PN

ISO Guide 72:2001

Guidelines for the justification and development of management system standards

HBERREIRDCAVFORTL

1SO 22006:2009

Quality management systems -- Guidelines for the application of ISO 9001:2008 to crop production

ISO/TR 10017:2003

Guidance on statistical techniques for ISO 9001:2000

ISO/TS 10004:2010

Quality management -- Customer satisfaction -- Guidelines for monitoring and measuring

(%] \WERER (MEXSY)

ISO/IEC 24773:2008

Software engineering -- Certification of software engineering professionals -- Comparison framework

ISO/IEC 26513:2009

Systems and software engineering - Requirements for testers and reviewers of user documentation

ISO/IEC 26514:2008

Systems and software engineering -- Requirements for designers and developers of user
documentation

ISO/IEC 19778-1:2008

Information technology -- Learning, education and training -- Collaborative technology --
Collaborative workplace -- Part 1: Collaborative workplace data model

ISO/IEC 19778-2:2008

Information technology -- Learning, education and training -- Collaborative technology --
Collaborative workplace -- Part 2: Collaborative environment data model

ISO/IEC 19778-3:2008

Information technology -- Learning, education and training -- Collaborative technology --
Collaborative workplace -- Part 3: Collaborative group data model

ISO/IEC 19780-1:2008

Information technology -- Learning, education and training -- Collaborative technology --
Collaborative learning communication -- Part 1: Text-based communication

ISO/IEC 19796-1:2005

Information technology -- Learning, education and training -- Quality management, assurance and
metrics -- Part 1: General approach

31



WMEIEN ARG RS Bk
FEYELIRA IR FonR 22 4 FEH s

RT1DDIE

BEES wE

ISO/IEC 19796-3:2009 Information technology -- Learning, education and training -- Quality management, assurance and
metrics -- Part 3: Reference methods and metrics

1SO 23813:2007 Cranes -- Training of appointed persons

1SO 23814:2009 Cranes -- Competency requirements for crane inspectors

ISO 23853:2004 Cranes -- Training of slingers and signallers

ISO 9926-1:1990 Cranes -- Training of drivers -- Part 1: General

1SO 9926-3:2005 Cranes -- Training of drivers -- Part 3: Tower cranes

ISO 7130:1981 Earth-moving machinery -- Guide to procedure for operator training

ISO 8152:1984 Earth-moving machinery -- Operation and maintenance -- Training of mechanics

ISO 18878:2004 Mobile elevating work platforms -- Operator (driver) training

ISO 13300-1:2006 Sensory analysis -- General guidance for the staff of a sensory evaluation laboratory -- Part 1: Staff
responsibilities

ISO 13300-2:2006 Sensory analysis -- General guidance for the staff of a sensory evaluation laboratory -- Part 2:
Recruitment and training of panel leaders

ISO 5496:2006 Sensory analysis -- Methodology -- Initiation and training of assessors in the detection and
recognition of odours

ISO 8586-1:1993 Sensory analysis -- General guidance for the selection, training and monitoring of assessors -- Part 1:
Selected assessors

ISO 8586-2:2008 Sensory analysis -- General guidance for the selection, training and monitoring of assessors -- Part 2:
Expert sensory assessors

ISO 22935-1:2009 Milk and milk products -- Sensory analysis -- Part 1: General guidance for the recruitment, selection,
training and monitoring of assessors

ISO/TR 19480:2005 Polyethylene pipes and fittings for the supply of gaseous fuels or water -- Training and assessment of
fusion operators

ISO 9712:2005 Non-destructive testing -- Qualification and certification of personnel

ISO 20807:2004 Non-destructive testing -- Qualification of personnel for limited application of non-destructive testing

ISO/TS 22809:2007 Non-destructive testing -- Discontinuities in specimens for use in qualification examinations

ISO 11484:2009 Steel products -- Employer's qualification system for non-destructive testing (NDT) personnel

ISO 18436-1:2004 Condition monitoring and diagnostics of machines -- Requirements for training and certification of
personnel -- Part 1: Requirements for certifying bodies and the certification process

ISO 18436-2:2003 Condition monitoring and diagnostics of machines -- Requirements for training and certification of
personnel -- Part 2: Vibration condition monitoring and diagnostics

ISO 18436-3:2008 Condition monitoring and diagnostics of machines -- Requirements for qualification and assessment
of personnel -- Part 3: Requirements for training bodies and the training process

ISO 18436-4:2008 Condition monitoring and diagnostics of machines -- Requirements for qualification and assessment
of personnel -- Part 4: Field lubricant analysis

ISO 18436-6:2008 Condition monitoring and diagnostics of machines -- Requirements for qualification and assessment
of personnel -- Part 6: Acoustic emission

ISO 18436-7:2008 Condition monitoring and diagnostics of machines -- Requirements for qualification and assessment
of personnel -- Part 7: Thermography
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BS 8426:2003

A code of practice for e-support in e-learning systems

BS EN 14804:2005

Language study tour providers. Requirements

CWA 14926:2004

Guidelines for the production of learner information standards and specifications

CWA 14927:2004

Recommendations on a model for expressing learner competencies

CWA 15454:2005

A Simple query interface specification for learning repositories

CWA 15455:2005

A European model for learner competencies

CWA 15533:2006

A model for the classification of quality approaches in eLearning

CWA 15903:2008

Metadata for learning opportunities (MLO). Advertising

PP 7321:2004

Design and Technology. Compendium of British Standards for teachers of design and technology in
schools and colleges

BS 4163:2007

Health and safety for design and technology in schools and similar establishments. Code of practice

BS 8419-1:2005

Interoperability between metadata systems used for learning, education and training. Code of practice
for the development of application profiles

BS 8419-2:2005

Interoperability between metadata systems used for learning, education and training. Code of practice
for the development of interoperability between application profiles

CWA 14871:2003

Controlled vocabularies for learning object metadata. Typology, impact analysis, guidelines and a web
based vocabularies registry

CWA 14643:2003

Internationalisation of the IEEE learning object metadata

CWA 14645:2003

Availability of alternative language versions of a learning resource in IEEE LOM

CWA 15453:2005

Harmonisation of vocabularies for elearning

ARER

BS 7960:2005

Door supervisors. Code of practice

BS 8406:2009

Event stewarding and crowd safety. Code of practice

BS 6574:1985

Guide to training of mechanics concerned with the operation and maintenance of earth-moving
machinery

PD CEN/TR
15628:2007

Maintenance. Qualification of maintenance personnel

BS EN 473:2008

Non-destructive testing. Qualification and certification of NDT personnel. General principles

CWA 15499-1:2006

Personal data protection audit framework (EU Directive 95/46/EC). Baseline framework

CWA 15499-2:2006

Personal data protection audit framework (EU Directive 95/46/EC). Checklists, questionnaires and
templates for users of the framework

BE

BS EN 14142-1:2003

Postal services. Address databases. Components of postal addresses

BS EN 14615:2005

Postal services. Digital postage marks. Applications, security and design

PD CEN/TR Postal services. Measurement of transit times for parcels by the use of a track and trace system
15472:2006

BS EN 14012:2008 Postal services. Quality of service. Complaints handling principles

PD CEN/TR Postal services. Quality of service. Distance to access points

15735:2008

PD CEN/TR Postal services. Quality of service. Guide for the implementation of EN 13850

14709:2006

PD CEN/TR Postal services. Quality of service. Guide for the implementation of EN 14534, Measurement of the
15369:2006 transit time of end-to-end services for bulk mail

BS EN 14137:2003

Postal services. Quality of service. Measurement of loss of registered mail and other types of postal
service using a track and trace system

BS EN 14534:2003

Postal services. Quality of service. Measurement of the transit time of end-to-end services for bulk mail

BS EN 14508:2003

Postal services. Quality of service. Measurement of the transit time of end-to-end services for single
piece non-priority mail and second class mail

BS EN 13850:2002

Postal services. Quality of service. Measurement of the transit time of end-to-end services for single
piece priority mail and first class mail

1]

BS EN 12798:2007

Transport quality management system. Road rail and inland navigation transport. Quality management
system requirements to supplement EN ISO 9001 for the transport of dangerous goods, with regard to
safety

BS EN 13011:2001

Transport services. Goods transport chains. System for declaration of performance conditions

BS EN 14943:2005

Transport services. Logistics. Glossary of terms

BS EN 12507:2005

Transportation services. Guidance notes on the application of EN ISO 9001:2000 to the road
transportation, storage, distribution and railway goods industries

BS EN 13816:2002

Transportation. Logistics and services. Public passenger transport. Service quality definition, targeting
and measurement

BS EN 14969:2006

Railway applications. Track. Qualification system for railway trackwork contractors
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BS EN 15565:2008

Tourism services. Requirements for the provision of professional tourist guide training and qualification
programmes

BS EN 13809:2003

Tourism services. Travel agencies and tour operators. Terminology

BS EN 15140:2006

Public passenger transport. Basic requirements and recommendations for systems that measure delivered
service quality

PAS 500:2008

National specification for travel plans

BS 8848:2007+A1:2009

Specification for the provision of visits, fieldwork, expeditions, and adventurous activities, outside the
United Kingdom

WBEFLAELTH—ER

BS EN 14467:2004

Recreational diving services. Requirements for recreational scuba diving service providers

BS EN 14153-1:2003

Recreational diving services. Safety related minimum requirements for the training of recreational scuba
divers. Level 1. Supervised Diver

BS EN 14153-2:2003

Recreational diving services. Safety related minimum requirements for the training of recreational scuba
divers. Level 2. Autonomous Diver

BS EN 14153-3:2003

Recreational diving services. Safety related minimum requirements for the training of recreational scuba
divers. Level 3. Dive Leader

BS EN 14413-1:2004

Recreational diving services. Safety related minimum requirements for the training of scuba instructors.
Level 1

BS EN 14413-2:2004

Recreational diving services. Safety related minimum requirements for the training of scuba instructors.
Level 2

BAREE

BS EN 15696:2008

Self storage. Specification for self storage services

BS EN 14873-2:2005

Storage of furniture and personal effects for private individuals. Provision of the service

BS 3375-1:1995

Management services. Guide to organization study

BS 3375-2:1993

Management services. Guide to method study

BS 3375-3:1993

Management services. Guide to work measurement

BS 3375-4:1993

Management services. Guide to work performance control

BS 3375-5:1997

Management services. Guide to determination of exposure limits, recovery times and relaxation times in
work measurement

TEIE

BS EN 15733:2009 | Services of real estate agents. Requirements for the provision of services of real estate agents
HER

BIP 2116:2006 The Translation Service Provider's Guide to BS EN 15038

BS EN 15038:2006

Translation services. Service requirements

UNEYT—Yay

PAS 150:2010

Providing rehabilitation services. Code of practice

e

CWA 15899:2008

Standardization of an innovation capability rating for SMEs

XEERE

BS EN 15707:2008

Print media surveys. Vocabulary and service requirements
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BS EN 45503:1996

Attestation standard for the assessment of contract award procedures of entities operating in the water,
energy, transport and telecommunication sectors
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BS 8549:2006

Security consultancy. Code of practice

BS EN 15602:2008

Security service providers. Terminology

BS 7872:2002

Manned security services. Cash-in-transit services (collection and delivery). Code of practice

BIEIRTOAV L

BIP 2038:2004

Environmental Due Diligence. A Guide to ISO 14015: The role of environmental assessment in
environmental due diligence

BIP 2069:2005 Managing the environment the 14001 way
BIP 2122:2007 BS 8555 Project Acorn Workbook. Volume 1 - stages 1-3
BIP 3032:2005 The ISO 14000 challenge. Environmental management - DVD and CD

BIP 3075:2006

Environment management systems CD-ROM

BS 8555:2003

Environmental management systems. Guide to the phased implementation of an environmental
management system including the use of environmental performance evaluation
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PD IEC/TR 62476:2010

Guidance for evaluation of products with respect to substance-use restrictions in electrical and electronic
products

BS 7982:2001

Guidance on the environmental impact of large-scale fires involving plastics materials

PD CEN/TR
13695-2:2004

Packaging. Requirements for measuring and verifying the four heavy metals and other dangerous
substances present in packaging, and their release into the environment. Requirements for measuring and
verifying dangerous substances present in packaging, and

PAS 2060:2010

Specification for the demonstration of carbon neutrality

REIRTAVE

BS EN 9110:2010

Quality management systems. Requirements for aviation maintenance organizations

BS EN 9120:2010

Quality management systems. Requirements for aviation, space and defence distributors

BS 7850-1:1992

Total quality management. Guide to management principles

BS 7850-2:1994

Total quality management. Guidelines for quality improvement

BS CECC 00804:1996

Harmonized system of quality assessment for electronic components. Interpretation of 'EN ISO
9000:1994'". Reliability aspects for electronic components

PD 0020:2002

A Guide to computer-based management systems

PAS 85:2000

A quality management system to ensure the integrity and traceability of primary products in the
agri-food chain
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BS 25999-1:2006

Business continuity management. Code of practice

PD 25666:2010

Business continuity management. Guidance on exercising and testing for continuity and contingency
programmes

BS 25999-2:2007

Business continuity management. Specification

DRIRRXDAVE

BS 8444-3:1996

Risk management. Guide to risk analysis of technological systems

BS 31100:2008

Risk management. Code of practice

BS EN 31010:2010 Risk management. Risk assessment techniques
CWA 15740:2008 Risk-based inspection and maintenance procedures for European industry (RIMAP)
HEREIRTAVE

BS OHSAS 18001:2007

Occupational health and safety management systems. Requirements

BS OHSAS 18002:2008

Occupational health and safety management systems. Guidelines for the implementation of OHSAS
18001:2007

BS 18004:2008

Guide to achieving effective occupational health and safety performance

BS 8800:2004

Occupational health and safety management systems. Guide

BS 7000-4:1996

Design management systems. Guide to managing design in construction

BS 7000-1:2008

Design management systems. Guide to managing innovation

BS 7000-3:1994

Design management systems. Guide to managing service design

BS 7000-6:2005

Design management systems. Managing inclusive design. Guide

FavHh kRRTAVE

BS 6079-1:2002

Project management. Guide to project management

BS 6079-2:2000

Project management. Vocabulary

BS 6079-3:2000

Project management. Guide to the management of business related project risk

PD 6079-4:2006

Project management. Guide to project management in the construction industry

BETH -RTAVE

PAS 55-2:2003

Asset management. Guidelines for the application of PAS 55-1

PAS 55-2:2008

Asset management. Guidelines for the application of PAS 55-1

PAS 55-1:2003

Asset management. Specification for the optimised management of physical infrastructure assets

PAS 55-1:2008

Asset management. Specification for the optimized management of physical assets

BS 3843-1:1992

Guide to terotechnology (the economic management of assets). Introduction to terotechnology

BS 3843-2:1992

Guide to terotechnology (the economic management of assets). Introduction to the techniques and
applications

BS 3843-3:1992

Guide to terotechnology (the economic management of assets). Guide to the available techniques

BREIFERIROAY
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BS 7799-3:2006

Information security management systems. Guidelines for information security risk management

PD 0018:2001

Information management systems. Building systems fit for audit

BS 25777:2008

Information and communications technology continuity management. Code of practice
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PAS 402:2009

Waste resource management. Specification for performance reporting

BS EN 62402:2007

Obsolescence management. Application guide

BS EN 1325-1:1997

Value management, value analysis, functional analysis vocabulary. Value analysis and functional
analysis

BS EN 1325-2:2004

Value management, value analysis, functional analysis vocabulary. Value management

PD 6663:2000

Guidelines to BS EN 12973. Value management. Practical guidance to its use and intent
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UNE 158101:2008 Spain Servicios para la promocion de la autonomia personal. Gestion de los centros residenciales
y centros residenciales con centro de dia centro de noche integrado. Requisitos

UNE 175001-1:2004 Spain Service quality for small retail trade. Part 1: General requirements

UNE 175001-2:2004 Spain Service quality for small retail trade. Part 2. Requirements for fishmonger‘s

UNE 175001-3:2005 Spain Service quality for small retail trade. Part 1: Requirements for opticians

UNE 175001-4:2005 Spain Service quality for small retail trade. Part 4: Requirements for butcher‘s and delicatessen

UNE 175001-5:2005 Spain Service Quality for small retail trade: Requirements for flower shops

UNE 179001:2007 Spain Quality in dental surgeries and dental services. General requirements

NF X 50 - 720:2004 France Quality of services - Recommendations for conceiving and improving the welcome
-Guidelines

NF X 50-220: 2005 France Standard of service - school meals

NF X 50-700: 2006 France Service quality -Approach for improving service quality - The Reference and service
commitments - Recommendations

NF X 50-722: 2005 France Quality of services - Measurement and monitoring for improving the service quality

NQ 9700-010/2001 France Customer service. Guidelines for Quality Standards.

BS 8406-2:2009 U.K. Event stewarding and crowd safety services — Code of Practice

BS PAS 51 U.K. Guide to industry best practice for organizing outdoor events

BSI/EN 13549: 2001 U.K. Cleaning services - Basic requirements and recommendations for quality measuring systems

BSI/EN 14012 :2007 U.K. Postal services. Quality of service. Complaints handling principles

BSI/EN 14804:2005 U.K. Language study tour providers — Requirements

BSI/EN 15017:2005 U.K. Funeral Services — Requirement

BSI/EN 15038:2006 U.K. Translation services — Service Requirements

BSI/EN 15221-2 U.K. Facility management — Part 2: Guidance o how to prepare Facility management agreements

CWA 14644:2003 Europe Quality Assurance Standards (14365:2003)

TS 99001:2008 Europe Business Support - Support Services Provided to Small Enterprises - Terminology, Quality
and Performance

DIN SPEC 1041 Germany | Outsourcing of Technology driven Knowledge-Intensive Business Services

DIN PAS 1068 Germany | Learning, Education and Training with special consideration of e-Learning - Guideline for
the description of educational offers

DIN PAS 1093 Germany Human Resource Development with special consideration of Learning, Education and
Training - Competence Modeling in Human Resource Development

ISO/IEC 20000-1:2005 Int’l Information technology -- Service management -- Part 1: Specification

ISO/IEC 20000-2:2005 Int’] Information technology -- Service management -- Part 2: Code of practice

ISO/IEC TR Int’l Information technology -- Service management -- Part 3: Guidance on scope definition and

20000-3:2009 applicability of ISO/IEC 20000-1

ISO/IEC TR Int’l Information technology -- Service management -- Part 4: Process reference model

20000-4:2010

ISO/IEC TR Int’l Information technology -- Service management -- Part 5: Exemplar implementation plan for

20000-5:2010 ISO/IEC 20000-1

1SO 20252:2006 Int’l Market, opinion and social research -- Vocabulary and service requirements

1SO 22222:2005 Int’l Personal financial planning — Requirements for personal financial planners

UNI 10771 Ttalia Management consulting - Definitions, classification, requirements and service offer
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COM (2000) 888 Communication from the commission to the council and the European parliament, An internal
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European commission enterprise Directorate-General.

M 370 Sandardization mandate for CEN and CENELET for the drafting of a normative document on the
quality of business support services, 2005.4.26.European Commission, Enterprise Directorate-General.

M 371 Second programming mandate addressed to CEN in the field of services, 2005.7.15, European
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BS 8901: 2009 Sustainability Management Systems for Events, 2009.9, British Standards Institution.
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