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ISO 9004, Quality management — Quality of an organization — Guidance to achieve
sustained success
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ISO 10001:2018, Quality management — Customer satisfaction — Guidelines for codes
of conduct For organizations

ISO 10002:2018, Quality management — Customer satisfaction — Guidelines for
complaints handling in organizations

ISO 10003:2018, Quality management — Customer satisfaction — Guidelines for
dispute resolution external to organizations

ISO/TR 10017, Guidance on statistical techniques for ISO 9001:2000
ISO/IEC Guide 37, Instructions for use of products by consumers

Kano N. et al. Attractive Quality and Must-be Quality. Journal of the Japanese Society
for Quality Control. 1984, 14 (2) pp. 39-48
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