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NOTICE

UNDERSTANDING OF THE NOTION OF EDITION

It is important to note that this edition implicitly includes all the amendments and errata that might eventually
be developed, and published separately. It is the responsibility of the users of this document to verify if any
amendments or errata exist.

INTERPRETATION
The verb shall is used to express a requirement that is mandatory in order to comply with this document.

The verb should, or the equivalent expressions it is recommended that and ought to, are used to indicate a
useful, but not mandatory, suggestion, or to provide the most appropriate means of complying with this docu-
ment.

Except for the notes presented as normative notes that contain mandatory requirements and are stated only in
the lower part of figures and tables, all other notes are informative (non-mandatory) and provide useful infor-
mation pertaining to the understanding or intent of a requirement, or to add some clarification or precision.

Normative annexes provide additional requirements that are mandatory in order to comply with this docu-
ment.

Informative annexes provide additional information (non-mandatory) intended to assist in the understanding
or use of elements of this document or to clarify its implementation, but they contain no requirements that are
mandatory in order to comply with this document.

DISCLAIMER OF RESPONSIBILITY

This document was developed as a reference document for voluntary use. It is the responsibility of the us-
ers to verify if laws or regulations make the application of this document mandatory, or if trade regulations
or market conditions stipulate its use, for example, in technical regulations, inspection plans originating
from regulatory authorities, and certification programs. It is also the responsibility of the users to consider
limitations and restrictions specified in the Purpose or Scope, or both.
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SPAS —
CUSTOMER SERVICE

INTRODUCTION

The health and wellness tourism industry is concerned about the quality of services offered by
establishments in this sector and the public's perception of such establishments. Although the prac-
tices and activities involved in health tourism are not unique to spas, they are growing in popularity
and fast becoming privileged sites for that type of tourism.

Several associations representing the spa industry in Québec, Canada, North America and else-
where have set forth quality criteria to be met by their members. A document from GPS Tourisme
states that "criteria are similar for all organizations, except for a few details. The most noteworthy
difference is not in the definition of the rules but in how they are applied." (Free translation.) The
criteria set forth in Québec are more elaborate and precise.

It may also be noted that:

"the spa industry suffers from imprecision regarding its basic concept. There is a lack
of clarity concerning the concept of a spa. [...] the spa identity crisis stems from im-
precision in the definition of "spa" on the market. In Québec, as in many other places in
the world, the lack of legislation, or any official classification of the establishments
identified under the term spa, leads to confusion." (Free translation.)

[Reference: Diagnostic du secteur québécois du tourisme de santé et du mieux-étre (see Annex E, Chapter
E.3).]

This standard was prepared in order to respond to the concerns of the spa industry and, in a broader
way, to those of the health and wellness tourism industry, and to provide consumers with quality

services and products.

At the time this standard was published, work was ongoing internationally under the stewardship of
the Working Group ISO/TC 228/WG 2 to develop standards on spas.

page 1 © BNQ, 2010



BNQ 9700-040/2010

BN®

1 PURPOSE
This standard specifies requirements relating to the characteristics encouraging the quality and reli-
ability of the services offered to customers at spas, the characteristics of the equipment and prem-

ises, as well as the clarity of the communications and terms used.

NOTE — Customers include tourists, excursionists and local clientele.

2 SCOPE

This standard applies to all establishments, regardless of the level of luxury of the product offered
or of the premises.

NOTE — This document was developed to serve as a reference document for conformity evaluation
activities of specific services. Conformity evaluation is defined as the systematic examination of the extent
to which a service fulfils specified requirements.

3 NORMATIVE REFERENCE

For the purpose of this document, the following reference document (including any amendment, er-
ratum, rectification, etc.) contains requirements that must be taken into account and is cited at ap-
propriate places in the text:

QUEBEC. Regulation respecting water quality in swimming pools and other artificial
pools (Q-2,r. 18.1.02).
4 DEFINITIONS
4.1 GENERAL TERMINOLOGY
For the purpose of this document, the following definitions shall apply:
health n: state of complete physical, social and mental well-being and not merely the absence of
disease or infirmity. {References: Web page and Health Promotion Glossary of the World Health
Organization and Le grand dictionnaire terminologique [free translation] (see Annex C, [3], [8] and
[9]).}. French: santé.
personnel n: persons working for a spa, whether salaried or self-employed, as well as any suppliers

or volunteers called upon to have contact with customers on the establishment's premises. French:
personnel.
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