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The United States and global  business community and the services sector in particular face what could equally be described as a significant opportunity or troublesome threat.  Both  describe the strategic standards challenges  confronting the services sector.

The presentation will address:


The Role of Services in the US Economy (in which data will be presented that services account for  78% of US gross domestic product   compared to 22%  for goods.  The United states leads the world trade in services  with a   market share of 20%.  And in 1999, the US produced an $80 Billion surplus of trade in services while trade  in merchandise produced a 348 Billion deficit!)

The context of  WTO TBT and GATS  (in which certain parallels in construction of the treatment of  standards and international standards in the agreement on Technical Barriers to Trade and the Generaal Agreement on Trade in Serivices will be shown)

The GTW Contribution  Service Standardization in the United States Overview of current activities and issues  (in which the major foci of the GTW project for DIN will be summarized)

The International Services Standards Environment (in which particular projects  the US participates and which carry the strategic implications of the WTO TBT and GATS context above) 

And

The Challenge to the US as well as global services business sector
The Role of Services in the US Economy

The United States is the world's largest single country producer and exporter of services. 

The U.S. International Trade Commission report  Recent Trends in U.S. Services 2001
 provides helpful context on  services in the United States  The report  analyzes trends in United States services for  accounting, air transportation, architectural, audiovisual, banking & securities, computer & data processing, construction, education, energy, engineering, environmental, health care, insurance, intangible intellectual property rights, legal, management, maritime, retail services, telecommunications, travel & tourism, and wholesale services. 

In 1996 when total US cross border trade was $2.2 Trillion, services accounted for 21% and goods accounted for 79%.  Yet within a 1998 Gross Domestic product of $7.7 Trillion,   services accounted for  78%   compared to 22%  for Goods.    In 1998 when total global exports  in services was $1326.8 Billion, The United states led the world  with a   market share of 20%.  In 1999, the US produced an $80 Billion surplus of trade in services while trade  in merchandise produced a 348 Billion deficit!

There exists a  complete and very detailed taxonomy of the Services business sector in the United States. The statistical agencies of Canada, Mexico, and the United States launched an industry classification system  known as the North American Industry Classification System or NAICS
.  
NAICS provides for comparable economic statistics among the North American countries.   17 service industry categories are listed below:
•23 Construction 

•44-45 Retail Trade 

•48-49 Transportation and Warehousing 

•51 Information 

•52 Finance and Insurance 

•53 Real Estate and Rental and Leasing

•54 Professional, Scientific, and Technical Services 

•55 Management of Companies and Enterprises
•56 Administrative and Support and Waste Management and Remediation Services 

•61 Educational Services 

•62 Health Care and Social Assistance 

•71 Arts, Entertainment, and Recreation 

•72 Accommodation and Food Services 

•81 Other Services (except Public Administration) 

•92 Public Administration
	Selected Economic Statistics US Services Sector
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	US Cross Border Trade By Sector  1999  Total  Trade  Volume  $2.2  Trillion
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	US Private Sector Gross Domestic Product by Sector 1998 Total Private Sector GDP $7.7 Trillion
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	World Service Exports by Country, 1998  Total Exports $1326.8 Billion
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Services Trade Balances of Leading Exporting Countries $ Billions (1998)

Source International Trade Commission Recent Trends in U.S. Services 2001

http://www.usitc.gov/wais/reports/arc/w3409.htm
The context of  WTO TBT and GATS
In the United States The Trade Agreements Act of 1979 and  the revisions  of the Uruguay  Round  Agreements Act of 1994 incorporate into law our obligations under the World Trade Organization  (WTO)  Agreement on Technical Barriers to Trade (TBT Agreement)
  

A principle within the TBT is that when considering  any allegations of  technical barriers to trade, use of an “International Standard” will be considered presumptive that a trade barrier has not been created. 

The  General Agreement on Trade in Services (GATS)
 contains principles remarkably parallel to those of the TBT:
…the  Member shall not apply licensing and qualification requirements and technical standards that nullify or impair such specific commitments … 
In determining whether a Member is in conformity with the obligation …, account shall be taken of international standards of relevant international organizations[1] applied by that Member. 
The term "relevant international organizations" refers to international bodies whose membership is open to the relevant bodies of at least all Members of the WTO.
Members shall work in cooperation with relevant intergovernmental and non-governmental organizations towards the establishment and adoption of common international standards and criteria for recognition and common international standards for the practice of relevant services trades and professions. 
A  high visibility “failure” of the current safeguards for financial accounting in the United States  is the ENRON bankruptcy and the alleged accompanying complicity of the Andersen consulting firm which audited the ENRON financial accounts. Andersen also consulted for ENRON on many other matters.  

Congressional hearings recently focused on the disparities between the US-developed accounting standards requirements of the Financial Accounting Standards Board (FASB)
 under which the ENRON and WorldCom scandals occurred and the expectations of the International Accounting Standards Board
 
We in the United States can ill afford to continue in a  belief that the world will beat a path to our markets and that we can ignore the relevant work of international  standards bodies.
The DIN project Service-Standards for Global Markets and the GTW Contribution  Service Standardization in the United States Overview of current activities and issues
GTW Associates completed an assignment Service Standardization in the United States  Overview of current activities and issues
 in April 2002 for the German National Standards Organization DIN
.  The GTW project in turn contributed to a project Service-Standards for Global Markets  
coordinated by DIN and funded by the German Federal Ministry for Education and Research. 

For each of the following service sectors

e-commerce
e-procurement
infrastructure services
engineering services
technical services
public services, e-government
education and training, and 
financial services 
GTW researched and reported what standards, specifications, regulations etc. exist in the US concerning services in general and more specifically:


specification of services

quality assessment of services

classification of services

terminology around services

processes around services (buying and selling, business processes, providing services, supply chain, logistics)

customer interaction

consumer protection

GTW  began the research to these questions  through queries to four comprehensive electronic data bases on standards activities in the United States and searching  for organizations, committees within organizations and specific standards using  the terms “service,”  “process,”  “training,” “quality,” to identify organizations that may deal with service standardization.  This was followed by  close examination of the marketplace and relevant industry and governmental organizations for each sector.  

The GTW research effort revealed that there are  no over arching “simple” single answers to these questions in the United States, nor is there a single organization except the American National Standards Institute (ANSI) with sufficiently broad scope and charter to address the policy questions involving service standards generically.  The main results of the GTW effort to address these questions  are found in  seven comprehensive tables of data, each of which alone could  be a point of departure  for extensive further research on the questions. DIN has permitted the public access to the 176-page report
 and an executive summary at http://gtwassociates.com/alerts/servicesproject.html
The International Services Standards Environment
The generic services standards  work of the ISO to date has  been concentrated within  the ISO Committee on consumer policy (COPOLCO).

	International Organization for Standardization (ISO) COPOLCO - Committee on consumer policy


	

	Terms of reference

	

	To study means of helping consumers to benefit from standardization, and means of improving consumer participation in national and international standardization.

	

	To provide a forum for exchange of information on the experience of consumer participation in the development and implementation of standards in the consumer field, and on other questions of interest to consumers in national and international standardization.

	

	To advise Council as to the consolidated viewpoints of consumers on matters relevant to ISO's current and potential standardization and conformity assessment work.

	

	To advise Council as to the need for new or revised policies or actions within ISO as they relate to consumer needs.

	

	


	A framework of consumer interests in the preparation of standards for services


	

	ISO COPOLCO has identified the ongoing transition in emphasis from standards

development of products and specifications to standards with impact on the delivery of consumer services. More and more, industry and commerce is moving from the production and provision of specific products to the delivery of services through complex chains including many intermediary and stratified relationships and structures. Increasingly the consumer is buying services that may or may not include products which could or should be supported by standards. The picture is unclear. The standardisation of service provision is necessary in order to build customer confidence, support the development of choice and provide, where necessary, appropriate forms of redress.

	

	Information Provision
	Choice and informed choice

	
	

	Accessibility and equity
	Performance outputs and outcomes

	
	

	Environment
	Redress, provider responses and appropriate response times

	
	

	Complaints handling
	Guarantees and liability periods

	
	

	Ethos
	


The United States participates in the work of ISO through the American National Standards Institute. 
  ANSI  is  significant  to any business in the services sector whose market may be shaped by an International Standard of ISO.  ANSI  provides diverse channels to promote the strategic interests of the United States in the work of ISO. 

The ANSI Consumer Interest Forum  (CIF) 
 advises ANSI’s International Committee on US positions to ISO COPOLCO and recommends the ANSI delegations to COPOLCO meetings. The CIF consists of knowledgeable representatives from consumer organizations, producers, retailers, distributors, industry Fora, and government. Linda Golodner, President of the National Consumers League,   chairs the CIF and leads the ANSI delegations to COPOLCO meetings
The ISO recently  circulated two new work item proposals  on external customer dispute resolution systems and market-based codes of conduct.  The proposals emanated from ISO’s Consumer Policy Committee (COPOLCO) and its working group on Consumer Protection in the Global Market.  In both cases, COPOLCO recommended that the proposals be taken up and processed as International Standards.   

ANSI  requested its members’ advice on a US reply to these proposals and recently  submitted the US comments to be sent to ISO 

On Market based Codes of Conduct: ANSI votes disapproval.  The scope of the proposal is unclear and appears to cover both process and performance requirements.  The proposal is unlikely to harmonize codes of conduct, improve conduct, or enhance supplier-customer relationships.  The work item also will be manpower intensive with the potential of little return on investment.  Businesses currently are working to implement the OECD Guidelines for Consumer Protection in the Context of Electronic Commerce and numerous organizations have issued codes based on them.  Therefore, we question the utility of an ISO standard

On External Customer Dispute Resolution: ANSI votes disapproval.  Responsible producers will make every effort to resolve customer disputes with full recognition of future procurement implications
	Market-based Codes of Conduct

	

	Noting that merchants and others are increasingly developing codes of conduct, and making claims about those codes of conduct to consumers, COPOLCO observed that to date there has been no internationally agreed set of criteria for the development, content and use of codes of conduct, with the result that both merchants and consumers alike have difficulty knowing which code claims are credible and verifiable and which are not.  

The objective of the proposed International Standard is to enhance fair trading in the marketplace by harmonizing the use of claims about codes. It is anticipated that benefits will include accurate and verifiable claims that are not misleading, a reduction in marketplace confusion, facilitation of international trade, an increased opportunity for more informed purchasing choices, and improved quality of codes. 

The International Standard would establish procedures for code development and implementation to ensure that claims about codes can be substantiated and are verifiable. 



	


 

	External Customer dispute resolution systems

	

	External customer disputes schemes have become popular for domestic transactions in many countries (e.g., in banking, insurance, communications, direct marketing, cars, better business bureaus) and are also being adopted in the e-commerce 

The proposed standard is intended to establish a set of consensus-based essential criteria for developing and implementing external customer dispute resolution systems. Such an external system would be available for either a business or its customer to give an avenue of appeal when a supplier cannot remedy a complaint internally.

The standard would be particularly appropriate to address dispute resolution in cross-border contexts, such as with respect to electronic commerce. It would not be envisaged that the standard would undermine consumer’s statutory rights.

While this standard is primarily intended to address business to consumer transactions, the approach may prove useful in other contexts.


At its June 2002 meeting, COPOLCO reiterated its support for both proposals and urged its members to work within their national bodies to encourage positive votes in ISO.  COPOLCO resolution 7/2002 authorized continued work on generic guidelines for services and requested a   progress report by September 2002.

	COPOLCO Resolution 7/2002

	

	Working group on generic guidelines for services

	

	COPOLCO, thanks the project leader, Mr. Ian Mathieson, for the work undertaken so far to develop a framework for generic guidelines for services, acknowledges that the framework document appearing at Annex 1 to COPOLCO 13/2002 is an interim draft, endorses the project leader's proposal to complete the study on the results of the survey on services standardization, taking into account the written comments and other comments made at the meeting, and to report the results to COPOLCO by the end of September 2002, further requests the group to continue its work on generic guidelines for services, and to coordinate work with the leaders of the subgroups working on financial services and tourism.



	


The following ISO Technical Committees also address vertical service sector businesses. The United States participates in these activities though Technical Advisory groups accredited by ANSI

JTC 1        Information technology systems
TC 68        Banking, securities and other financial services

TC 176      Quality management and quality assurance

TC 154      Processes, data elements and documents in commerce, industry and administration

TC 204      Transport information and control systems
TC 212      Clinical laboratory testing and in vitro diagnostic tests
TC 215      Health informatics
TC 222      Personal financial planning
TC 223      Civil defence 
TC 224      Standardization of service activities relating to drinking water supply and sewerage - Quality criteria of the service and performance indicators 
CASCO
The Challenge to the US as well as global services business sector

Initiatives now under consideration could become the  International standards of the  future …  a generic Guide on consumer issues in developing standards for services;  External Customer dispute resolution systems;  Market-based Codes of Conduct. The  strategic question is not “if” such standards will come to pass, the strategic question is who will write them and what will they require.  
Chapter Six in the GTW study for DIN
 identified problems confronting the US services industries and the standardization bodies in this sector.  

The Decentralized Sector-specific US approach to standards is both a Strength and Weakness. The US approach distributes activity close to experts and local conditions… but decentralization by topic and by locality presents coordination challenges and multiple solutions, often local rather than national requirements

There are increasing numbers of cross sectoral standards such as for privacy, dispute settlement, security, corporate ethics and social accountability
  

A first step in capitalizing on an opportunity or in solving any problem is to recognize the opportunity or problem.  The global services business sector faces global standards policy questions with strategic impacts. Years hence, the record will reveal whether business addressed these questions as opportunities or problems or perhaps did not perceive them as either.   The author’s prediction is that history will show the questions represented strategic opportunities if the global business sector accords appropriate priority to these matters. History will show the questions presented problems to those who do not rise to the challenge. They will have deferred the setting of the future standards for their markets to others. 
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� Recent Trends in U.S. Services 2001 available at � HYPERLINK "http://www.usitc.gov/wais/reports/arc/w3409.htm" ��http://www.usitc.gov/wais/reports/arc/w3409.htm�





� North American Industry Classification System is described  at the following web sites  � HYPERLINK "http://www.ita.doc.gov/td/sif/naics.htm" ��http://www.ita.doc.gov/td/sif/naics.htm�    and  � HYPERLINK "http://www.census.gov/eos/www/napcs/napcs.htm" ��http://www.census.gov/eos/www/napcs/napcs.htm�


� International Trade Commission Recent Trends in U.S. Services 2001


� HYPERLINK "http://www.buyusainfo.net/docs/recent_trends_in_u.s._services_2001.pdf" ��http://www.usitc.gov/wais/reports/arc/w3409.htm�


� WTO TBT Agreement at  � HYPERLINK "http://www.wto.org/english/tratop_e/tbt_e/tbt_e.htm" ��http://www.wto.org/english/tratop_e/tbt_e/tbt_e.htm�





� General Agreement on Trade in Services (GATS  see � HYPERLINK "http://www.wto.org/english/tratop_e/serv_e/serv_e.htm" ��http://www.wto.org/english/tratop_e/serv_e/serv_e.htm�





� The mission of the Financial Accounting Standards Board is to establish and improve standards of financial accounting and reporting for the guidance and education of the public, including issuers, auditors, and users of financial information see � HYPERLINK "http://www.fasb.org/" ��http://www.fasb.org/�





� The International Accounting Standards Board (IASB) was established in January 2001  � HYPERLINK "http://www.fasb.org/IASC/iasb.shtml" ��http://www.fasb.org/IASC/iasb.shtml�





� Service Standardization in the United States  Overview of current activities and issues April, 2002 � HYPERLINK "http://gtwassociates.com/alerts/servicesproject.html" ��http://gtwassociates.com/alerts/servicesproject.html�





� DIN Deutsches Institut für Normung e.V. � HYPERLINK "http://www2.din.de/index.php?lang=en" ��http://www2.din.de/index.php?lang=en�





� Service-Standards for Global Markets   � HYPERLINK "http://www.service-standards.com/" �http://www.service-standards.com/�  


� Service Standardization in the United States Overview of current activities and issues; GTW Associates, April 2002  � HYPERLINK "http://gtwassociates.com/alerts/servicesproject.html" ��http://gtwassociates.com/alerts/servicesproject.html�


� Further Information about the ISO Committee on Consumer Policy  � HYPERLINK "http://www.iso.ch/iso/en/aboutiso/isostructure/COPOLCO.html" ��http://www.iso.ch/iso/en/aboutiso/isostructure/COPOLCO.html�





� Report from the Working Group on Generic Guidelines for Services COPOLCO 13/2002 April, 2002  Generic Guide on consumer issues in developing standards for services





� ANSI is a private, non-profit organization (501(c)3) that administers and coordinates the U.S. voluntary standardization and conformity assessment.  The Institute's mission is to enhance both the global competitiveness of U.S. business and the U.S. quality of life by promoting and facilitating voluntary consensus standards and conformity assessment systems, and safeguarding their integrity.  see   � HYPERLINK "http://www.ansi.org" ��http://www.ansi.org/public/about.html�





� ANSI Consumer Interest Forum (CIF) information at � HYPERLINK "http://www.ansi.org/rooms/room_7/" ��http://www.ansi.org/rooms/room_7/�





�Chapter Six  What specific problems and needs do the service industry, the standardization bodies and active organisations face in the standardization of services in the US?  From Service Standardization in the United States  Overview of current activities and issues  � HYPERLINK "http://gtwassociates.com/alerts/servicesproject.html" ��http://gtwassociates.com/alerts/servicesproject.html�
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