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Basic Services Sectional Committee, SSD 19

FOREWORD

This Indian Standard was adopted by the Burcau of Indian Standards, after the draft finalized by the Basic Services
Sectional Committee had been approved by the Service Sector Division Council.

Services, as distinct from products, constitute a significant component of businesses and trade. Encompassing a
wide range of consumer needs, service transactions take place more frequently than products. Due to their distinct
naturc of a non-material form, intangibility, heterogeneity, simultaneity of production, supply and consumption;
services need to be understood differently froi products to enable their standardization across their value chain.
This Indian standard is a part of a sct of guideline standards that are being developed for standardizing the basic
characteristics and associated activities of services with the objective that these will be used by developers of
services as well as by developers of sectoral standards on services.

As one of the initial steps, it is essential to identify the distinct terms used in the provision of services and to define
the terms cogently to enable common understanding of frequently used terms and to subsequently use them and
their definitions in standards, contractual agreements as well as for training and cducation, without any ambiguity
in their interpretation. Some of thci}eﬂnitions have been specifically developed to provide distinction between
terms that may otherwise appear similar or synonymous.

It is recognized that many terms have been defined differently in statues and other public documents. Accordingly,
these terms shall be in addition to and not in derogation of any term defined in any other law in force.

Assistance has been drawn from the following standards in preparation of this standard:

IS No. Title
IS/ISO 9000 : 2015  Quality management systems — Fundamentals and vocabulary (fourth revision)
IS/ISO 41011 :2017 Facility management — Vocabulary

IS/ISO/IEC Guide 76 : Development of service standards — Recommendations for addressing consumer

2020 issues (first revision)
IS 18106 : 2022/ Service Excellence — Principles and model

1SO 23592 : 2021

‘};mc of the relevant terms appearing in above standards have been included in this glossary.
\

The composition of the Committee responsible for the formulation of this standard is given in Annex C.

v
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Indian Standard
SERVICES — GLOSSARY OF TERMS

1 SCOPE

This Indian Standard defines terms relating to
services.
NOTES

1 Anncx A includes a figure of the model of terms used
in service provision.

2 The terms and definitions are arranged in conceptual order
with an alphabetical index provided at the end of the
document as Annex B.

2 TERMHNOLOGY
.1 Service Description

2.1.1 Service — Activity carried out in a transactional

mode by a provider on the one side and a consumer

on the receiving side, intended to result in the
fulfilment of needs, expectations and requirements
of a customer.

NOTES

1 Services arc characterized by the absence of a physical
shape that distinguish them from goods.

2 A Scrvice is completed only when consumed.

3 The service transaction may require the consumer to play
an active part in cnabling deliveryand fulfilment.

ﬁV/Zi‘l{:S'ervice Attribute — Derived distinguishing
feature(s) of a service.

NOTES
| . . . . -
! 1 The terms ‘service characteristic’ and ‘service attribute’

arc often used interchangeably. However, they differ from
cach other. Scrvice characteristics arc features that arc
built into the service design for example, service
continuity (discretc or continuous), service automation
(manual or automated). Service attributes are on the other
hand experienced on the user side, for example
consistency, reliability, availability of the service.
A Both service characteristics and attributes play an
unponanl role in services classification.
A /A . 5. s . . & o . .
* 2473 Service Characteristic — Intrinsic distinguishing
feature(s) of a service.
A
2X4 Service Component — Constituent or clement
of a service that plays a role in the service
transaction.

v

_~NOTES

1.-A scrvice constituent may be a product, information,
““equipment, or softwarc.

« -2 A scrvice clement may be a service that is added to or
bundled together with other services to present a complete
service experience. For example, concierge service, pick up
and drop service offered as part of a hotel service package.

A

«__25Service Design — Process or a set of processes, .~

for transforming requirements for the services and
associated products where applicable, into specified
service charaeteristics.

NOTES

/
1" qumplcs of requirements may include specifications,
slatulory requirements and specific or implied customer
requirements.

_2-Strvice design takes into account the risks that may be
encountered in the attainment of service purpose and
objectives.

-

3" Service design may include development of suitable
processes, associated information for scrvice delivery and
use, as well as the selection and use of appropriate
technology.

2.1.6 Service Exclusion — Specific mention of a
restriction, or curtailment fromthe service scope in a
service dgscription.

o
o

| 7 Service Nomenclature — A system of names
or terms, or the rules for forming these terms
rc]aling to services.

y/Ser\'tce Purpose — The reason, objective
Or intended outcome for which a service is
performed.
P
5 219/Serwce Recipient (Target) — The entity
- (purson group, organization, animals, plants, objects,
and ccosystem) intended as the user or beneficiary
of the service®

\ 210 Service Requirement — A service characteristic
or service attribute together with its acceptance
criterias

NOTES

1 Service requirements are typically included in service
specifications or service agreements. In other contexts, such
as public services, scrvice requirements may be declared by
the service provider.

2 A service requirement may be stated or implicd.

, 2471 Service Scope — The extent, range and
“boundarics of the service.

NOTES

1 The scope may be defined in the service design or in the
service description as informed to the service recipient.

2 The scope of a bundled service (service package) may
include different constituent services that together provide
the overall service experience. For example, the scope of a
car repair service may include prior and post information
to the vehicle owner, vehicle pick-up and return and
supplementary diagnostic reporting.
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P
v\/ZTﬁZ Service Specification — A requirement or a
set of requirements that need to be fulfilled by a
service to establish its fitness for purpose.
L NOTE — Service specification is usually documented in
a contract, scrvice agreement, statute, standard, and
cilizcn'g_\cl\ancr or similar.

\..21713 Service Standard — Any of the documents
related to quality of service provision such as
service specifications, guidelines, glossary of terms,
methods ofimonitoring and measurement.

2.1.14 Service Value Proposition — A statement or
promise by the service provider that informs the
potential customer of the service benefits and
distinctive features (characteristics and attributes) of
the service offered that distinguishes it from
competitive offerings.

2.1.15 XaaS — A collective term that refers to the
delivery of anything as a scrvice.

Examples:

a) SaaS — Software as a service

b) CaaS — Communication as a service
c) NaaS — Network as a service

o

_~
t/2.2 Service Transaction
A

_~2.2.1 Omnichannel Customer Service — Scamless
delivery of consistent service across multiple
channels in real time. Omnichannel customer service
integrates all channels into one unified system to

provide multichannel support to customers, se-they |
«can move from channel to channel with context and ;/

casc. /é )

2.2.2 Service Communication — Provision of
information as a part of service realization.

NOTES

1 Service communication occurs between:
a) scrvice provider to service customer;

b) service provider to service recipient;
c) service customer/service recipient to service
provider;
d) persons or entitics within the service network;
¢) equipment to cquipment;
f) equipment to person; and
£) person to equipment.
\/,-”2 Service communication may occur before, during and

after service delivery.
2.2.3 Service Customer — Person or entity who pays
.= to receive a service.
NOTE — In scveral professions, the term “client’ is used to

refer ‘service customer’.

2.2.4 Service Delivery — The implementation of
. _.scivice processes that result inservice fulfilment.

NOTE — Service delivery is also referred as service
provision.

e . .

“2.2.5 Service Delivery Channel — Route used for
service delivery from service provider to service
recipient.

NOTE — Service channcls include:

a) direct provision from provider to recipient;

b) through distributed networks such as branch offices,
channel partners;

c) through third party agencies, such as call centers,
service centers;

d) through authorized persons such as insurance agents,
contracted staffing; and

¢) through internet/VPN connected devices.

A

" 2.2.6 Service Delivery Equipment — Hardware used
during service realization.

NOTE — Service delivery equipment may be used at any
stage of the service realization process including in backend
processes not visible to the service recipient.

| d

Lor™

12.2.7 Service Delivery Interface — The step or steps
in the service delivery process where the service
recipient (see 2.1.9) receives or consumes the
service.

NOTES
1 The service delivery interface is the shared boundary
between the service provider and service recipient.
2 Common cxamples of service delivery interface include:
a) user interface (UI);
b) man-machine interface (MMI);
¢) human-machine interface (HMI); and
d) human-system interface (HSI).

2.2.8 Service Delivery Medium — Resource
deployed to deliver the service.

NOTE — Service delivery media include:

a) service person such as masseur, tutor, tour-guide;

b) equipment such as transport, ATM, ticket machine,
clectric power supply;

c) facility such as banks, car-wash, laundromat,
museum;

d) intemet websitc such as information portals,
ccommerce stores, payment gateways; and

c) apps (online and offline).

229 Service Delivery Mode — The respective
supply conditions in which services are delivered

{rom the service provider to the service recipient.
NOTES

1 Service delivery modes include:

a) scrvice deliveryat customer’s location;

b) service delivery at service supplier’s location;

c) service delivery at third party outlets; and

d) service delivery on internet cloud.
2 The service supply ‘modes’ identified in the WTO
general agreement on trade in services are based on similar
considerations.

(P . :

2.2.10 Service Fulfilment — The achievement of
agreed or implied commitments relating to the
service.

NOTE — For discrete services, fulfilment can be evaluated
by confirming that all the agreed service requircments
have been met on completion of service delivery. For

N



continuous/ongoing services, fulfilment can be cvzlji;alcd
through service monitoring and measurement over defined
periods. )
2.2.11 Service Outcome — The output of a sqg==
process together with the extent to whic,~
service purpose is achieved. v
2212  Service Outlet/Service Delivery Point —
Physical facility, device or internet location where

full or partial service delivery takes place.

2213  Service Process — Process or set of
processes that enable service delivery.

NOTES

1 IS/ISO 9000 : 2015 defines process as sct of
interrelated or interacting activities which transforms
inputs into outputs.

2 A service process uses as applicable, resources such as
human skills, knowledge, information, equipment, assets
and facilities.

3 The effectiveness of a service process is a function of its
ability to satisfy service requirements.

4 The cfficiency of a service process is a function of the
value added as a ratio of inputs and resources consumed.

2.2.14 Service Provider — Person or entity that
provides service to a service recipient.

NOTE — In a distributed nctwork or a service supply chain
the term service provider can be used for different persons
or entities.

2215 Service Realization Result  of
processes involved in service delivery that achicve
the desired service outcome.

NOTE — Service realization may include service design
processes where required for service fulfilment.

2.2.16  Service Consumer — Person or entity that
consumes the service.
NOTES
1 The service delivery may ecntail service processes
involving an assct of the service consumer, such as pets in a
pet-care, appliances for repair, and parcels for post. While
these processes have a dircct impact on the sustenance,

improvement or safety of the assct, the ultimate beneficiary
of the service fulfilment is the owner of the asset.

2 In several situations, the service consumer is the larger
society or community.

2.3 Service Request and Response
2.3.1 Business Process QOutsourcing — The
contracting of business functions or processes by an
organization to another organization.

2.3.2 Customer Contact Centre In-house or
outsourced organization which provides customer
contact services on behalf of a client organizati@
to their customers

NOTES

1 Customer contact services may include providing
information proactively or on request, responding to

e N
Spettg g B

)

f

@

\
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queries, resolving or coordinating to resolve service
requests and complaints, conducting surveys using channcls
such as telephone, live chat, or email.

2 A Customer contact center that provides contact services
through the telephone is usually referred as call center.

\2/,.3{{Remote Guidance — Live and interactive
support provided remotely to a customer or to a
service provider through audio-visual media to
cnable pcrform.i;yﬁf( beyond their competence.

2.3.4" Service Agent — Person responsible for
interacting with the customer regarding service
delivery.

NOTE — Scrvice agents may be complemented by bots
during customer intcraction.

235 Service Enquiry — Communication that
requests information regarding services.
NOTE — A service enquiry may be:

a) informal, such as oral request at an information
counter;

b) partially formal, such as from a call-center or chat
box; and

¢) formal, such as in a request for proposal.

A,.,‘2:3."6‘Service Request — Request for supply or

access to a service.

NOTES

w17 A service request is usually made after agreement on the
terms of service provision.

2 In many contexts, the term ‘scrvice request’ is a part of a
“service agreement and  refers to calls made for
maintenance, or repair of cquipment, software or similar.

2.37 “Service Request Closure — Termination of the

~service request following service request fulfilment
or decision to discontinue service delivery under
intimation to service customer or service recipient or
both.

2.3.8 Service Request Escalation — Seeking
intervention from higher authority to ensure
unfulfilled service request, address deficiencies of
service, or unsatisfied expectations.

NOTE
include:

The triggers for service request escalation may

a) passage of committed time for service delivery;

b) constraints in service delivery by designated service
agent orprovider; and

¢) request or dissatisfaction expressed by service
recipient.

Service

2.3.9 Service Request Fulfilment
fulfilment based on service request.
NOTE — There may be occasions where a service request
gets partially fulfilled or does not get fulfilled due to
inadequate participation of the service recipient during the .~
service transaction. In such cases, a service providvxﬁ‘y
claim service request fulfilment in his records with reasons.
2.3.10 Service Request Registration — Recording of
a service request with relevant details cssential to
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provide the service and a registration index number
assigned as common reference till the completion
of service delivery.

NOTE — Relevant details may include:
.~~~ a) customer identification;
~ b) details of service to be provided;
c) placc and time of service delivery;
i d) payment details; and
-~ ¢) service agent.

- /2
2.3.11 Service Request Status — The state of }/
progress of the service request at any point in time;.,
that is, accessible to both service provider and™"

service recipient. <

312 Service Responder — Person or entity
designated by the service provider to respond to a
service request.

NOTE — In RPA (robotic process automation) based
services, the service responder may be a software program
such as a bot.

2.4 Digital Transaction

2.4.1 App/Application — A software program,
downloaded on the user’s device, that is designed to
perform a specific function for the user through an
interface.

2.4.2 Chathot — A software that simulates human
like conversations with users via text messages in
messaging applications, websites, mobile apps. Its
key task is to assist users by providing responses to
their queries.

2.4.3 Intelligent  Virtual ~Assistants  (IVA) —
Al-enabled  chat assistant that  generates
personalized responses by combining analytics and
cognitive computing based on individual customer
information, past conversations, and location,
leveraging the corporate knowledge base and human
insight.

2.4.4 Interactive Voice Response (IVR) — An
automated phone system technology that enables
callers to access information via a voice response
system of pre-recorded messages without having to
speak to an agent as well as to operate certain
commands such as menu options via touchpad key
selection or speech recognition for service
fulfilment.

2.4.5 Online Experience — The overall experience
a consumer has while interacting with a website,
portal or app to receive a service online.

NOTES

1 The online interactions may include navigation,
providing or receiving information, communication with

service agents or bots, receiving confirmations, approvals
and status updates and integration with other online scrvices
such as payment interfaces.

2 Online experience is also referred as digital experience.
3 Online experiences may be measured through indicators
such as website load time, time taken to complete the
transactions, or through customer feedback.

2.4.6 Robotic Process Automation (RPA)
Software that builds, deploys and manages bots that
mimic human behavior while interfacing with
digital systems and software to carry out frequent,
repetitive activities.

NOTE — Decployment of RPA as a service, leads to
benefits such as cost reduction, higher efficiency,
consistency, speed of operation, faster deployment, greater
security.

2.4.7 Self-Service Portals — Self-service portals
are online platforms that allow customers the
ability to access information and resolve problems
independently.

NOTE — Self-service portals can also help support agents

to find important information quickly so they can share it

with customers. e
2.48 User Interface — The point of human-
computer interaction and communication on a
device, web page or’app.

NOTE — The key clements of user interface include

input controls, navigation controls and informational
content.

2.4.9 Widget — A widget is a concise software
program running continuously in the background
and usually performing a single task through an
interface placed on the mobile, tablet or computer
screen.

NOTE — The widgets arc not distinct from apps but rather
a type or subsct of apps wherein it involves a concise
software program that operates in the background and may
not have a screen interface.

2.5 Service Contract and Agreement

2.5.1 Click-Wrap Agreement — An agreement
signed by a user on a website or social media site by
clicking on an acceptance button or checkbox.

NOTE While click-wrap agreements are used
commonly for using web based and social media services,
their legal validity varies from country to country. While
cxamining their validity, regulatory authoritics or courts
often confirm that the terms and conditions were conveyed
to the user in understandable terms.

2.5.2 Contract Expiry — The cessation of the
scrvice contract on completion of the contract's
validity.
NOTE — The service contract conditions may extend
some of the obligations on the contracting parties even
after its expiry for a stated period or indefinitely. For
cxample, the non-disclosure clause in a service contract
may apply indefinitely after its closure.



2.5.3 Contract Renewal — The cxtension of the
service contract in full or in part on completion of its
validity period by mutual agreement.

2.5.4 Contract Termination — Exercise of right by
either or both of the contracting parties to terminate
the service contract before contract expiry.

2.5.5 Non-Disclosure Agreement — That part of the
service contract that prescribes conditions and
liabilities on the contracting parties and prohibits
them from sharing confidential, sensitive,
proprietary, valuable and personal information for
purposes other than the fulfillment of contracted
condition.

2.5.6 Service Agreement — An understanding
reached between a service provider and a customer
that includes a description of the service provision,
the terms and conditions and rules of interactions
associated with the service delivery.

NOTES

1 A secrvice agreement may range from the informal
ch as, oral discussions, to formal such as declaration
of terms by the service provider, to legally binding
such as, a docuthented contract.
e ;
2 The clcmcﬁs in a scrvice agreement may include:
a) theagreeing partics;
b) servicespecification;
¢)  service scope;
d) service exclusion;
¢) service delivery modc;
f)  scrvice delivery channel;
¢) duration of service provision;
h)  service monitoring requirements; and
j)  commercial terms.

2.5.7 Service Contract — Legally enforceable service
agreement.

2.5.8 Service Contract Scope — The part of the
service contract that describes the type and nature of
services and the service scope (see 2.1.11).

NOTE — The service contract scope may include service
outcomes, terms of service delivery, inclusions and
cxclusions.

2.5.9 Service Contract Terms and Conditions —
The rules, rights, obligations and restrictions
binding the service provider and the customer in the
service contract.

2.5.10 Service Contract Validity — That part of the
service contract that describes the agreed period
and the conditions under which the contract shall
remain valid.
NOTE — Service contracts often describe conditions that
will render the contract invalid such as non-fulfilment of

obligations by either of the contracting partics or
force-majeure conditions. -

2.5.11 Service Level Agreement — Service agreement

1S 20000 : 2023

that describes a framework for the measurement of
the service outcomes together with service
monitoring methods and subscquent actions when
service results are not achieved.

NOTE — The term ‘service level agreement’ is sometimes
used to denote the entire service contract.

2.5.12 Service Package — More than onc service
bundled together in a service agreement.

2.6 Customer Engagement Related Terms

2.6.1 Complaint — Expression of dissatisfaction
made to a service provider, related to his product or
scrvice, where a response or resolution is explicitly
or implicitly expected.

2.6.2 Customer Feedback — Information, opinions
or insights shared by customers based on their
perceptions of the service experience and on their
satisfaction with the service outcomes.

2.6.3 Customer Journey — A customer's complete
cxperience,  including the touch-points and
cngagements that take place during the service
delivery.

2.6.4 Customer Journev Map — A diagram that
visualizes the customer journcy from the first to
final customer touch point.

NOTE — Customer journey mapping is a powerful tool
used by scrvice providers to learn whether the scrvice
realization and service purpose is achieved, and to use the
information to enhance customer expericnce and climinate
pain points.

2.6.5 Customer Touch Points — Occasions during
which a consumer or his/her assct interacts with the
service provider.

NOTE — Service providers use the customer touch points

to monitor the service characteristics and service attributes
as well as to generate customer feedback.

2.6.6 Service Subscriber — Person or entity that
signs up as a member or registered customer with a
service provider and pays where applicable, for
availing the services provided on a continuous basis.

\}m/78ervice Subscription Account — Enrolment of
a service subscriber indexed to his/her credentials
that enables him/her to avail the subscribed services.

NOTE — Service subscription accounts often usc

subscribers’ cmail, mobile number or other subscription

accoul:ls}szcﬂ:(lcnlials.

2.7 Payments and Fees

2.7.1 Electronic Payment Wallet (E-Wallet) — A
service  subscription  account - in  which a
service subscriber can digitally store money or receive
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credit for any future online transaction.

NOTE — E-wallets are provided by third party financial
payments organizations for common use; by c-commerce
platforms for buying their listed products, or by merchants for
buying products or services offered by them.

2.7.2 Payment Interface — Any of the
authorized and sccured means of payment for
accessing services including payment counters, point
of access machines, internet banking, internet
payment gateways, electronic payment wallets.

2.1.3 Payment Interface Device — A device made

available by the service provider that accepts

payments in cash, through credit/debit cards or

through unified payment interface (UPI) accounts.
NOTE — Examples of payment interface device include
vending machines, ticketing machines, or point of sales
(POS) machines.

2.7.4 Service Fee (Service Charges) — Amount
charged for services provided on a flat-rate basis;or
in the case of continuous/on-going services, on a
service unit or periodic interval basis.

NOTE — Examples of service fees on flat-rate basis include
charges paid for consultancy, airline ticket, construction of
house. However, the flat-rate payments may be paid in
instalments on completion of stages of service dclivery.
Examples of service fee on continuous/on-going basis
include monthly or yearly rates fixed for housckeeping,
security, or on a consumption basis such as for telecom
services.

2.7.5 Service Subscription Account Fee/Charge —
Amount paid for signing up for service subscription
account and for its extension on periodic (monthly,
quarterly, yearly or lifetime) basis.

2.7.6 Service Transaction Fee/Charge — Service fee
charged for providing a service or aservice
service package.

NOTE — Service fece may be charged on service units
basis for continuous secrvices (for cxample, tclecom
services) or for services transacted under rate contract (for
example, billing hours under consultancy contract).

2.8 Security

2.8.1 Cyber Securitv — Coordinated actions taken to
protect internet connected computers, scrvers,
mobile devices, electronic systems, networks,
programs and data from malicious attacks and
unauthorized access.

NOTES

1 Coordinated action may include application of defending
programmes, processes, practices, triggers, alarms and
controls.

2 In the context of services, cyber security applies to
protection of customer’s data, intellectual assets, bank and
treasury accounts ctc.

2.8.2 Data Privacy — The right of an individual that

his data and personal information is collected and
used by the service provider confidentially and that
their retention, disclosure and disposal shall be made
strictly in accordance with the legal or contractual
obligations.

NOTE — Data privacy is sometimes also referred to as
information privacy.

2.8.3 Digital Signature — A legally acceptable
authentication mechanism that enables an
authorized person to attach a software code that acts
as a signature on an electronic message or document.

2.8.4 Digital Vault Service — Cloud based secure
storage space for storing and accessing electronic
documents and information with extra layers of
security and encryption provided as a service.

2.8.5 Encryption — Function of, transforming data
by the discipline of cryptography in order to make
the data undecipherable to anyone except the
intended recipient.

2.8.6 Information Security — The preservation of
confidentiality, integrity, and availability of
information stored on any media.

2.8.7 Network Security — Set of rules and
configurations designed to protect the integrity,
confidentiality and accessibility of computer
networks using both software and hardware
technologies.

2.8.8 Personal Security Services — Services
provided by the state or on private hiring basis to
protect individuals under threat of attack.

o
5

2.8.9 Security Guarding Service.g.,/crviccs
provided to protect physical establishments against
unauthorized access, theft and attack through
deployment of persons (guards) and surveillance
equipment.

2.8.10 Vault Service (Physical) — Container leased
or rented for the storage of personal goods in a
secure facility with mechanical or digital locks.

NOTE — Vault is also sometimes referred to as locker.
2.9 Service Quality

2.9.1 Customer Expectation — The actions,
behaviors, outcomes and value that a customer
expects or believes will be delivered by a service or
service package.

NOTES

/ ] ’
1 Customer expectation may be“Cxpressed or Tatent
(unexpressed).

2 Customer expectations are derived from promises made
by the service provider by customer previous experiences of



the service, or by comparison with similar services.

3 The addition of features or scrvice components in the
services enhance customer expectation over time that may
be over and above the basic needs.

4 Examples of basic customer expectations from scrvices
include:

a) understanding the customer’s specific nceds;

b) delivering what is promised;

c) explaining the service and the delivery process;
d) keeping the customer informed;

€) not putting the customer at risk;

f) maintaining honesty and faimess at all times;
g) honouring time commitments;

h) demonstrating interest;

j)  having patience; and

k) being friendly and courtcous.

2.9.2 Service Communication Error— Transmission
of information related to service delivery that is not
factual, relevant, complete or timely.

NOTES

1 Service communication crror can occur in the backend
processes or at the service interface.

2 Service communication ecrrors can occur in oral
messages, documents, and displayed text, information
postedon text messaging media, website or social media.

3 The impact of service communication errors can vary
from inconscquential to critical, and in the latter case
significantly harm the interests of the service provider and
the service recipient or the service customer. A

’!/z.;,"
2.9.3 Service  Conformance .e\[ — The
proportion of service delivered that meets the
service specification (see 2.1.12).
NOTES
1 Service conformance level may refer to individual
service requirement or the entire service specification.

2 For variable attributes such as time, service conformance
level may refer to mean deviations measured in the unit or
as standard deviations from the conformance limits.

3 Service conformance level may also include associated
products, cquipment and facilities for which service
requirements have been specified.

2.9.4 Service Delivery Delay — The time interval
between the planned or committed service delivery
and actual service delivery.

NOTES

1 The most commonly applied service requirement in
service specifications is the time of service delivery and also
the one that has the greatest impact on customer satisfaction.

2 The time requirement may be committed in terms of
passage from the moment of service request acceptance or
in terms of a time schedule when a future event will occur,
such as maintenance service schedules, train departure and
arrival times. The scrvice delivery delay is measured as
deviation from the committed maximum passage or from
the designated scheduled time of an event.

2.9.5 Service Delivery Reliability — The probability
that a service shall meet the service specification
(see 2.1.12) upon cach delivery or continue to do so
over a defined period of time.

NOTE

Duc to intangible naturc of many scrvice

7
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attributes, reliability is generally cxpressed for those
attributes that can be measured or counted such as delivery
time, downtime, availability, documentation ecrrors, and
breaches of sccurity. Reliability mecasurcments may be
difficult to express for scrvice attributes such as courtesy or
service characteristics such as competence.

2.9.6 Service Experience — The overall experience
emerging from interactions during the customer
journey as well as the emotional impression
associated with the experience.

NOTES

1 Direct experiences refer to outcomes of interactions and
service delivery that may be positive in terms of service
fulfilment; or negative in terms of promise not honored, or
mismatch of service design with customer needs. Emotional
impressions result {rom intangible attributes of the service
such as the nature of interactions with service providers;
their willingness and responsiveness to serve, inform and
resolve queries; competence of service provider; the offer
of customized solutions; flexibility to accommodate special
needs.

2 The cvaluation of scrvice experience typically includes
both direct experience (for example, did you receive the
service on time?) arfd emotional impression expressed as
perceptions (for example, how satisfied are you with the
behavior of staff?) or feclings (for cxample, how likely arc
you going to avail the service in l'ulurcl?).‘ﬁ',/

2.9.7 Service Failure — Non-delivery of service or
a significant gap in mecting customer requirements.

2.9.8 Service Fulfilment Time — The period between
when a customer makes a request for a service and
the service fulfilment.

NOTES

1 For continuous/ongoing services, the service fulfilment
time may be measured as compliance with or delays with
respect to the planned delivery times of the service
components.

2 Secrvice fulfilment time may be measured as minimum,
maximum, average or median time intervals for repetitive
services.

2.9.9 Service Non-Conformance — Non fulfilment
of a service requircment.

2.9.10 Service Outage — Non availability of a
service for a period other than scheduled.

NOTES

1 Scrvice outage has different impacts on discretc/on
demand services and on continuous/ongoing services.
While the former may appear in the form of unavailability
or lack of access to the service that may result in customer
dissatisfaction or attrition, an outage of the latter may lcad
to major business disruptions and cause wide spread losses.
2 In certain service situations, such as human life support
systems, an outage of cven scconds may be significant.

2.9.11 Service Performance Error — Deviation in

service process from specified procedure or plan that

may or may not result in service non-conformance.
w”

2.9.12 Service Provider Attitude — Mental disposition of
the service provider that reflects in the manner in which
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the service is delivered.
NOTES

1 Service provider attitude, that strongly corrclates with
behavior, has a major impact on scrvice quality and
consequently on services performance, especially where the
behavior is visible to the customer.

2 Examples of positive attitude include willingness to help
cmpathy, paticnce, optimism, responsivencss and
attentiveness to customer’s needs. Examples of negative
attitude include indifference, avoidance, pessimism,
intolerance, hostility.

2.9.13 Service Provider Behavior — The way in
which the service provider conducts himself/herself
while delivering the service.

NOTE — Good bcehavior include friendliness, courtesy, |

politeness, fairness decorum in  oral, and written
communication, prompt attendance, and offering“aSsistance
to customers. Adverse behavior include  rude
communication, ignoring customers, making customers
wait without reason, discriminating between customers.

2.9.14 Service Provider Competence — Ability to
apply knowledge and skills with regard to
scrvice delivery.

NOTES

1 The term ‘service provider competence’ applies to both
the collective competence of the entity providing the service
as well as to individuals responsible for the servicedelivery.

2 Service provider competence includes technical, domain,
business sector knowledge, functional/professional skills,
attitudinal and behavioral skills. The relative weight of each
depends on the role performed by the service provider. For
example, persons responsible to interact with the customers
may need to specifically possess attitudinal and behavioral
skills.

2.9.15 Service Quality — The degree to which a
set of inherent characteristics of a service fulfils
requirements.

2.9.16 Service Quality Gap — Term used to
describe any of the gaps in the service life cycle
including:

a) gap between customer needs and expectations
and service design inputs;

b) gap between service design input and service
standard;

c) gap between service standard and service
quality delivered; and

d) gap between nceds and expectations and
customer perceptions.

NOTE — Service gaps can be evaluated through qualitative
and quantitative assessment.

2.9.17 _ﬁarﬁ?e Recovery — Actions taken by the
service provider to retricve customer satisfaction
and confidence following a service failure or
disruption.

NOTE — Service recovery options include:

a) restoring the service in a short time;
b) resolving the complaint in a reasonably short

time;

c) offering an apology to the customer;

d) offering a compensation or refunding the
payment to the customer; and

¢)  informing the customer of the corrective actions
taken.

2.9.1§/Ser‘i7ice Response Time — The period between
the point when a customer makes a request for a
service and a response is provided.

NOTES

1 In somc situations, such as in enquiry services, the
responsc itself completes the service fulfilment. In other
contexts, the responsce is the first acknowledgement of the
request with or without indicating the next steps and time to
deliver the service requested.

2 Scrvice response time may be measured as minimum,
maximum, average or median time intervals for repetitive
services.

2.9.19 Service Risk — Risk  associated with
attainment of service purpose and objectives.

NOTE Service risks may include effect on service
quality, customer safety and security, service continuity,
service access and availability.

2.10 Service Monitoring

2.10.1  Audio Monitoring — Real time
obscrvation of audio communication made by
service provider or listening to its recording by
designated monitoring personnel to determine
conformance to service requirements (see 2.1.10).

NOTE — Audio monitoring is mostly applied in call
centers.

2.10.2 Compliance Monitoring — Confirming
through confirmatory checks, inspections and audits
that regulatory requirements for services are in
compliance.

2.10.3 Continuous Service Monitoring — Tracking
the performance of service process parameters on a
continuous basis.

NOTE — Examples of continuous monitoring include health
parameters to patients in intensive care, temperature of cold
chain warchouscs and transport, CCTV cameras for
security.

2.10.4 Periodic Service Monitoring — Service
monitoring checks made at defined intervals.

NOTE — Periodic monitoring may be made for the entire
service or for a service component, service equipment,
service delivery mode.

2.10.5 Service Monitoring — Process deployed to
determine performance, conformance levels; for
detection of errors, delays, disruptions and failures
during service delivery; and to use the information
for service performance improvement, service
design improvement, process corrections and
corrective actions.

NOTE — Service monitoring may include personal



observations, audio-visual aids, line sensors and readers,
work flow intcgrated alarms and triggers, periodic
inspection and audits.

2.10.6 Service Qutage Monitoring — Tracking the
number, time of occurrence and length of service
outages and their restoration level.

2.10.7 Service Transaction Analysis — Systematic
analysis of quality of service processes at a detailed
or transaction level including the perception of the
customer.

2.10.8 Service Time Monitoring — Monitoring of
time as a service requirement.
NOTE — Where several processes or service components

contribute to scrvice realization, time monitoring may bc
required at different levels.

2.10.9 Service Trends Monitoring — Monitoring of
measured parameters of a service process using run,
trend or control chart.

2.10.10 Visual Monitoring — Visual observations
made by persons or equipment to determine
conformance to service requirements.

NOTE — Visual monitoring may include quick follow up
for corrections when service non-conformance is detected.

2.10.11 Workflow Based Monitoring — Setting up
validation and verification checks at different stages
of the service flow to enable real time or trends-
based evaluation of process and service delivery
conformance to requirements.

2.11 Service Performance Indicators

\_/2.11:1 Customer Effort Score — A perception
measure of how much effort a service customer has
to exert to get a service delivered or a service issue
resolved.

dl
7

',2.»1‘1(.2 Customer Retention Score — The percentage

“of customers who continue to use a service
provider's services for repeat purchases or on an
ongoing basis throughout a specified time period (do
not migrate to other service providers).

;\\32.,11'.3/ Enquiry Conversion Rate — The proportion
of service enquiries that result in a service
agreement.

2114 First Call Resolution Rate — The
proportion of service enquiries that are responded
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to, or service requests resolved without a subsequent
reference by the customer.

2.11.5 Net Promoter Score — A perceptional
measurc of how likely a service customer would
recommend the service to other people who might
be interested in using the service.

2.11.6 Service Conformance Rate — The proportion
of services that are delivered without any service
non-conformance.

2.11.7 Service Delivery Uni'l,;/A defined and
measurable unit for the output of the service
delivered.

NOTES

1 Examples of service delivery unit for discrete/on demand
service include transactions over the counter (ticket sales,
cheque encashment), online transactions, calls attended,
coaching scssions, consulting scssions, training modulcs
and training hours. Examples of service delivery unit for
continuous/on-going service include consumption volume
(clectrical cnergy, website views, telecast views, footfalls
per day), man hours deployed (sccurity, housckeeping).

2 Scrvice delivery unit provides primary reference to
measure progress, decide billing price, measuring costs,
measuring quality performance, measuring  delivery
performance.

2.11.8 Service Response Rate — The proportion of
service cnquiries or service requests that are
responded to the customer within the specified time.

2.11.9 Service Satisfaction Score — The service
experience ratings acquired on a designated scale
from service recipients after service delivery on
individual or combination service attributes.

NOTE — For continuous services, the service satisfaction
cvaluation may be carried out synchronously.

2.11.10 Service Value — The price a customer may
be willing to pay for a service based on the
uscfulness, ability to fulfill requirements, and
comparative advantage (over competitive services)
he expects to receive.

NOTE Unlike products that have a defined bill of
materials, the cost elements of a service are often intangible.
While some clements such as man-hours, associated products,
capital and operation costs of associated equipment can be
used for apportioning cost, others such as intellectual
contribution consulting, healthcare, education) are difficult
to quantify. Valuc cstimation of secrvices is often
comparative and sometimes a function of demand and
supply. Increasingly suppliers usc ratings given by previous
users as a means to convey valuc to potential customers.
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ANNEXA /

4

4

(Informative)

CONCEPTUAL MODEL OF TERMS USED IN SERVICE PROVISION

2.3 SERVICE REQUEST & RESPONSE

—=— 2.1 SERVICE DESCRIPTION 2.8 SECURITY 2.9 SERVICE QUALITY

2.11 SERVICE PERFORMACNE INDICATORS

—
SERVICE
PROVIDER
CUSTOMER
2.2 SERVICE TRANSACTION
4 - 2.10 SERVICE MONITORING
2.4 DIGITAL TRANSACTION /

2.7 PAYMENTS AND FEES

2.5 SERVICE CONTRACT AND
AGREEMENT

2.6 CUSTOMER ENGAGEMENT

FIG. 1 CONCEPTUAL MODEL OF TERMS USED IN SERVICE PROVISION
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ANNEX B
(Informative) _,//

ALPHABETICAL INDEX OF TERMS

Terms Sub Clause No. Terms Sub Clause No.
App/Application 2.4.1 Security guarding services 2.89
Audio monitoring 2.10.1 Self-service portals 247
Business process outsourcing 2.3.1 Service 2.1.1
Chatbot 2.4.2 Service agent 234
Click-wrap agreement 2.5.1 Scrvice agreement 2.5.6
Complaint 2.6.1 Service attribute 2.1.2
Compliance monitoring 2.102 Service characteristic 2.13
Continuous service monitoring 2.10.3 Service communication 222
Contract expiry 252 Service communication error 2.9.2
Contract rencwal 253 Service component 2.14
Contract termination 2.54 Scrv%cc conformance level 293
Customer contact centre 232 Scrvch conformancc rate 2.11.6
Customer effort score 2.11.1 SCWTCC consumer 22.16
Customer expectation 2.9.1 SCW%CC SgmiraeL 231
Custaier feadback 2.6.2 Service contract scope 2.5.8

. Service contract terms and conditions 2.5.9
Customer journey 2.6.3 ) o =
. Service contract validity 2.5.10
Customer journey map 2.6.4 Servi —3‘
Customer retention score 2.11.2 Selv%cc Zuilomcr %‘;—Z
Customer touch points 2.6.5 Serv%cc de;very | | m
Cyber security 2.8.1 ServTce dcl%very Zl';ume ;‘;‘z
Data privacy 2.8.2 Scrv¥cc dcl%vcry ey . m
ervice delivery cquipmen .2.
Digital signature 283 Service d(—:livcry il?tcrl;a:c 2.2.7
Digital vault sexvice 284 Service dclivcry medium 2'2‘8
Electronic payment wallet (e-wallet) 2.7.1 Service dclivcr;, mode 2'2'9
Encryption 2.85 ] . L =
; . = Service delivery reliability 2.9.5
E.nquuy convers.)on e odl.t Service delivery unit 2.11.7
First call resolution rate 2.114 : .
S Service design 2.1.5
Information security 2.8.6 Service enquiry 235
Intelligent virtual assistants (iva) 243 Service exchssion 2.1.6
Interactive voice response (ivr) 2.44 Service experience 2.96
Net promoter score 2.11.5 Service failure 2.9.7
Network security 2.8.7 Service fee (service charges) 2.74
Non-disclosure agreement 255 Service fulfilment 2.2.10
Omnichannel customer service 221 Service fulfilment time 298
Online experience 24.5 Service level agreement 2.5.11
Payment interface 2.7.2 Service monitoring 2.10.5
Payment interface device 2.7.3 Service nomenclature 2.1.7
Periodic service monitoring 2.104 Service non-conformance 2.9.9
Personal security services 288 Service outage 2.9.10
Remote guidance 2.33 Service outage monitoring 2.10.6
Robotic process automation (rpa) 24.6 Service outcome 2.2.11

11
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Terms Sub Clause No. Terms Sub Clause No.
Service outlet/service delivery point 2.2.12 Service response time 2.9.18
Service package 2.5.12 Scrvice risk 2.9.19
Service performance error 2.9.11 Service satisfaction score 2.11.9
Service process 2.2.13 Service scope 2.1.11
Service provider 2.2.14 Service specification 2.1.12
Service provider attitude 2.9.12 Service standard 2.1.13
Service provider behavior 2.9.13 Service subscriber 2.6.6
Service provider competence 2.9.14 Service subscription account 2.6.7
Service purpose 2.18 Service subscription account fee/ 275
Service quality 2.9.15 charge
Service quality gap 2.9.16 Service time monitoring 2.10.8
Service realization 2.2.15 Service transaction analysis 2.10.7
Service recipient (target) 2.1.9 Service transaction fee/charge 2.7.6
Service recovery 2.9.17 Service trends monitoring 2.10.9
Service request 2.3.6 Service value 2.11.10
Service request closure 237 Service value proposition 2.1.14
Service request escalation 238 User interface 248
Service request fulfilment 239 Vault service (physical) 2.8.10
Service request registration 2.3.10 Visual monitoring 2.10.10
Service request status 2.3.11 Widget 249
Service requirement 2.1.10 Workflow based monitoring 2.10.11
Service responder 2.3.12 Xaas 2.1.15
Service response rate 2.11.8
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Bureau of Indian Standards, New Delhi
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Consumer Guidance Society of India, Mumbai
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Department of Commerce, Ministry of Commerce and

Industry, New Delhi

Department of Posts, Ministry of Communications,
New Delhi

Department of Telecommunication, Ministry of

Communications, New Delhi

Federation of Indian Chambers of Commerce and
Industry (FICCI), New Declhi
HDFC Bank Limited, Mumbai

Income Tax Department, New Delhi

Indian Banks Associations, Mumbai

Indian Institutes of Management, Lucknow

KPMG International Limited, Bengaluru

Ministry of Agriculture and Farmers Welfare,

New Delhi

Ministry of Ayush, New Delhi
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Representative(s)

SHRI ANUPAM KAUL (Chairperson)

SHRI SANJAY GOSWAMI
SHRI VIPIN SAHNI

SHRIMATI RAMABEN R. MAVANI
SHRI RAMIIBHAI B. MAVANI (Alternate)

DR MANOHAR KAMATH
DR SITARAM DIXIT (Alternate)

MS JACQUELINE D’SILVA
SHRI A. M. MASCARENHAS (Alternate)

SHRI SAURABH VIG
SHRI VIRENDER VERMA (Alternate)

SHRI VIPUL BANSAL
SHRI SENTHIL NATHAN S. (Alternate)

SHRI RUPESH PAL
SHRI AVINASH AGARWAL
SHRI SUSHIL KUMAR (Alternate 1)

SHRI SHEKHAR SINGH (Alternate 1T)

SHRI MRITUNJAY KUMAR
SHRI ASHISH DHIMAN (A4/ternate)

SHRI KANANAN RAMASESHAN
SHRINAWAB SINGH

SHRI GOPAL MURLI BHAGAT
SHRIK. S. ANBALAGAN (4/ternate)

SHRI AJAY KUMAR GARG
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DR K. K. RAMAN
SHRI SANKARAN VENKATARAMANI
(Alternate)

DR D. M. GOVINDA REDDY
SHRI SHIVNANDAN (Alternate)

DR PRADEEP DUA
DR RAJESHWARI SINGH (Alternate)



1S 20000 : 2023

Organization
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New Delhi
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Tata Consultancy Services, Mumbai
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Solutions LLP B2601, JP Decks, Film City Road,
Next to Dindoshi Court, Gokuldham Goregaon
Malad (East) Mumbai - 400097]

In Personal Capacity (/5 Manak Vihar, New Delhi -
110092)

In Personal Capacity [Flat 203, Wing D , building 3, 3D
203, Dreams Co Operative Housing Society, LBS
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SHRIMATI ANSHU SINGH
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SHRI MAYANK SHARMA
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DR PRALOK GUPTA
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IS 20000 : 2023

Representative(s)

SHRI ROHIT KUMAR GUPTA

SHRI PRASHANT HOSKOTE

SHRIMATI ARTI KHOSLA

DR DEEPAK KUMAR

PROF VED PARKASH KUMAR

SHRI LALIT KUMAR MEHTA

SHRI HARISH NAGPAL

DR SHENOY ROBINSON

SHRI ANURAG SEKSARIA

SHRIMATI SEEMA SHUKLA

SHRI S. SRINIVASAN

SHRI ROOP KUMAR NAGUMANTRY KAMESWARA
VENKATA

SHRI S. K. KANOGIA, SCIENTIST ‘F’/SENIOR
DIRECTOR AND HEAD (SERVICE SECTOR)
[REPRESENTING DIRECTOR GENERAL
(Ex-officio)]

Member Secretary
SHRI DARPAN CHALIA
SCIENTIST ‘B’/ASSISTANT DIRECTOR
(SERVICE SECTOR), BIS



1S 20000 : 2023

Subcommittee on Services Terminology Classification, SSD 19:1

Organization

In Personal Capacity (641, Osimo Tower,
Mahagun Moderne, Sector - 78, Noida -
201305)

Bureau of Indian Standards, New Delhi

Confederation of Indian Industry (CII),
Bengaluru

Department  of Commerce, Ministry of
Commerce and Industry, New Delhi

Federation of Indian Chambers of Commerce
and Industry (FICCI), New Delhi

Ministry of Environment, Forest and Climate
Change, New Delhi

National Accreditation Board for Certification
Bodies (NABCB), New Delhi

In Personal Capacity (Founder & CXO,
Relevanta  Solutions LLP B2601, JP
Decks, Film City Road, Next to Dindoshi
Court, Gokuldham Goregaon Malad
(East) Mumbai - 400097)

In Personal Capacity (/5 Manak Vihar,
New Delhi - 110092)

In Personal Capacity (/-401, Ireo Grand Arch,
Archview Drive, Sector 58, Opp. Ireo
Police Station, Gurugram - 122101)

In Personal Capacity (C-39/B Shri Ram Kunj
Shalimar Garden Ex-II, Sahibabad,
Ghaziabad - 201005)

In Personal Capacity (Q-14 Shri Niwas Puri,
New Delhi - 110065)

In Personal Capacity (C-45, Kendriya Vihar,
Sector 56, Gurugram - 122011)

In Personal Capacity (BH 542, East, Shalimar
Bagh, New Delhi - 110088)

In Personal Capacity (5152 Preatige Bagmane
Temple Bells, Rajrajeshwari Nagar,
Bangaluru - 560098)

Representative(s)

SHRI ANUPAM KAUL (Convenor)
SHRI SANJAY GOSWAMI

SHRI VIPIN SAHNI

SHRI VIPUL BANSAL

SHRI SENTHIL NATHAN S. (A4lternate)
SHRI MRITUNJAY KUMAR

MS ANSHU SINGH

SHRI RAJESH MAHESHWARI

SHRIJITENDRA AGRAWAL

SHRI VENKATARAM ARABOLU

SHRI PRASHANT HOSKOTE

DR DEEPAK KUMAR

PROF VED PARKASH KUMAR
SHRI LALIT KUMAR MEHTA
SHRI HARISH NAGPAL

SHRI ANURAG SEKSARIA






Bureau of Indian Standards

BIS is a statutory institution established under the Bureau of Indian Standards Act, 2016 to promote harmonious
development of the activities of standardization, marking and quality certification of goods and attending to
connected matters in the country.

Copyright

BIS has the copyright of all its publications. No part of these publications may be reproduced in any form without
the prior permission in writing of BIS. This does not preclude the free use, in the course of implementing the
standard, of necessary details, such as symbols and sizes, type or grade designations. Enquiries relating to
copyright be addressed to the Head (Publication & Sales), BIS.

Review of Indian Standards

Amendments are issued to standards as the need arises on the basis of comments. Standards are also reviewed
periodically; a standard along with amendments is reaffirmed when such review indicates that no changes are
needed; if the review indicates that changes are needed, it is taken up for revision. Users of Indian Standards
should ascertain that they are in possession of the latest amendments or edition by referring to the website-
www.bis.gov.in or www.standardsbis.in.

This Indian Standard has been developed from Doc No.:SSD 19 (18925).

Amendments Issued Since Publication

Amend No. Date of Issue Text Affected

BUREAU OF INDIAN STANDARDS

Headquarters:

Manak Bhavan, 9 Bahadur Shah Zafar Marg, New Delhi 110002

Telephones: 2323 0131, 2323 3375, 2323 9402 Website: www .bis.gov.in _
Regional Offices: Telephones
Central  : 601/A, Konnectus Tower -1, 6" Floor, { 2323 7617

DMRC Building, Bhavbhuti Marg, New
Delhi 110002

Eastern  : 8" Floor, Plot No 7/7 & 7/8, CP Block, Sector V, { 2367 0012

Salt Lake, Kolkata, West Bengal 700091 2320 9474

Northern : Plot No. 4-A, Sector 27-B, Madhya Marg, { 265 9930
Chandigarh 160019

Southern : C.L.T. Campus, IV Cross Road, Taramani, Chennai 600113 { 2254 1442

2254 1216

Western : Plot No. E-9, Road No.-8, MIDC, Andheri { 2821 8093

(East), Mumbai 400093

Branches : AHMEDABAD. BENGALURU. BHOPAL. BHUBANESHWAR. CHANDIGARH. CHENNAL
COIMBATORE. DEHRADUN. DELHI. FARIDABAD. GHAZIABAD. GUWAHATL
HIMACHAL PRADESH. HUBLI. HYDERABAD. JAIPUR. JAMMU & KASHMIR.
JAMSHEDPUR. KOCHI. KOLKATA. LUCKNOW. MADURAI. MUMBAI. NAGPUR.
NOIDA. PANIPAT. PATNA. PUNE. RAIPUR. RAJKOT. SURAT. VISAKHAPATNAM.

Published by BIS, New Delhi




