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Then Secretary-General of the International Organization for Standardization (ISO)
 Lawrence Eicher observed in the January, 1995  ISO Bulletin, 
“ISO's past emphasis on standards for the manufacturing industry is already changing as we move into generic management system standards and, … the emphasis could change even more to take into account the needs of the burgeoning service industries ... Possible growth sectors for future services-oriented standardization activities could be in transport, travel, health-care, education and training, financial services, telecommunications and what we might call 'the hospitality industry,' covering tourism, restaurants and hotels.”
In the seven years following, key organizations have undertaken  significant standards initiatives with strategic implications for any  business aspiring to compete in the global marketplace for services.  A maxim within the global standards policy circles is, “Assessing the relevance of evolving standards is like watching grass grow …nothing happens very fast; but the consequence of  inattention is an unmanageable and out of control thicket of weeds in no time at all.”  

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 adjectives describe the strategic and challenging matters  confronting the services sector  explored in this article:  A Legacy; The context of  WTO TBT and GATS; The DIN project Service-Standards for Global Markets and the GTW contribution Service Standardization in the United States Overview of current activities and issues; the Role of Services in the US Economy; The International Services  Standards Environment;  The Challenge.

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.

A Legacy

At the time of Dr. Eicher’s  statement,  the ISO 9000 family of international quality management standards
 and guidelines was earning   a global reputation as a key factor in  competition for world markets. Companies in diverse industries  in diverse regions of the world  adopted and implemented this standard  for diverse reasons.  In parallel, an entirely new business market was born  for ancillary ISO 9000 services …ranging from corporate training and advice in implementation, registration and audit of companies’ “ISO 9000”- compliant management systems;  training and  certification of auditors qualified to conduct audits; and national, regional and international accreditation programs for assessing the competence of the  ISO 9000 registration organizations and the equivalence of their certifications.  

Some have questioned the  contribution of the ISO 9000 standard to  improvement of quality. Robert J Wyatt, Vice President of Bridgestone/Firestone testified before Congress that One could say that, maybe, QS9000 was a causal factor here,...”
    in speaking about problems at the Decatur plant leading to the infamous tire recall.  Overall, there is general agreement
 today  that  ISO 9000 is but one tool of many that contributes to excellent performance.  Results of many surveys show that successful companies are those that go beyond the basic requirements.     Members of the Industry Cooperation for Standards and Conformity Assessment
 (ICSCA) contend: 

While value can be derived from implementing the requirements of the standards, it is much more difficult to make the case for mandatory third party certification to them. Repeated re-certification to the requirements is of little value to the company and its customers.

There are so far  not good data available to isolate the separate contribution of the "registration" process from the "adoption" process of  implementing the standard as a daily practice.
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)
  

The underlying goal of the TBT Agreement    is to promote trade through international agreements on rules for how the marketplace should and should not work.  One principle running throughout the agreement  is that of "National Treatment."  It is the concept that governments and markets should treat products and services produced or supplied from other parts of the world no differently than products and services offered to the government or market from local industries.  

Standards can be very effective "Technical Barriers to Trade (TBTs)”.  Bureaucrats can devise laws or regulations more easily met by local producers than by foreign firms; markets can depend upon "voluntary" standards that are controlled by the local industries; governments can issue procurement specifications that favor individual suppliers. The TBT Agreement  is an  international attempt  to remove "unfairly discriminatory" standards as a factor in free trade. 

Another 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. Excerpts from the SECOND TRIENNIAL REVIEW OF THE OPERATION AND IMPLEMENTATION OF THE AGREEMENT ON TECHNICAL BARRIERS TO TRADE November 2000
  reflect this special status accorded to “International Standards”

The Committee noted that minimizing the use of mandatory technical regulations and utilising voluntary international standards, where appropriate, rather than preparing separate domestic standards, could reduce the regulatory burden and open-up market access opportunities.  In cases where technical regulations were required,  that in accordance with Article 2.4, Members were obliged to use relevant international standards or relevant parts of them as a basis for their technical regulations except when such international standards or relevant parts would be  ineffective
The  General Agreement on Trade in Services (GATS)
 contains principles remarkably parallel to those of the TBT:
with a view to ensuring that measures relating to qualification requirements and procedures, technical standards and licensing requirements do not constitute unnecessary barriers to trade in services, the Council for Trade in Services shall, through appropriate bodies it may establish, develop any necessary disciplines

…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. 
Lest there remain doubt that an  “International Standard” generally applicable to “provision of services” or specifically to some service sector has potential to significantly impact the global market for services,  consider this explanation of the GATS from the Office of USTR. 

Why is regulation important to services? What are the major barriers to services trade? Service industries are heavily regulated. From telecommunications to finance to medicine, government regulation plays an integral role in defining the industry and determining how many firms can participate and under what terms and conditions. The ongoing waves of "deregulation" are indicative of a regulatory shift in favor of market mechanisms, but the fundamental regulatory functions endure.
 
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.  

If the current standards and applicable oversight of the accountancy practices would have been based on the relevant International expectations and guidance   of the International Accreditation Forum which applies to the organizations registering Quality Systems, the apparent conflict of interest at Andersen may have been exposed. 
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
 The FASB has stated one of its missions:

The FASB's obligation to its domestic constituents demands that it attempt to narrow the range of difference between the U.S. and other countries' standards

The European Commission endorsed the work of the IASB when it proposed in June 2002 to  require all EU companies listed on a regulated market to prepare their consolidated accounts in accordance with endorsed International Accounting Standards (IAS) from 2005 onwards
  

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
It is hardly surprising then that standards for services attract the attention of policy makers and those concerned with their country’s and services suppliers’ strategic interests in this regard.  Nowhere is the strategic use of standards to support economic interests more sophisticated  than in the European Community.

The European Union on July 1 presented its initial requests
 under the GATS  for improved market access on services to other World Trade Organisation members in Geneva.
The rapidly expanding services sector is contributing more to economic growth and job creation worldwide than any other sector. 
In the EC, 67 million people - that is more than half of total employment - work in the commercial services sector. In addition, more than half of the EC's incoming and outgoing foreign direct investments occurs in services. The services sector is the single most important economic activity in the EC accounting for over two thirds of GDP. More open services markets and increased competition in services provision will provide more opportunity for our companies to grow and therefore to sustain growth and employment within the EC. 

The EC has a paramount interest in the further liberalisation of services trade and has encouraged the drive to remove barriers to create a truly global market for services.

WTO Members maintain the right to regulate to achieve public policy objectives, and the GATS does not seek to influence these objectives. However, market access is often hindered by cumbersome and intransparent regulation. Governments should administer their regulations, insofar as they have an impact on trade in services, in a reasonable, transparent and objective manner.
The strategic development of European and International standards sets a stage for European suppliers of services to offer services to the global market meeting these standards.  Within the European Community there is high  level policy attention to the safety of services in view of the efforts to establish an internal market for services, the potential influence of e-commerce, the Internet and increased mobility on the transboundary demand and supply of services, and the greater political priority for consumer safety in general. The European Parliament and the Council has requested the Commission to present by 2003 a report on the safety of services, accompanied by appropriate proposals.

The Commission has also engaged the Fraunhofer ISI to complete a survey  Standards  in the Service Sectors: An Explorative Study
    with the goal of preparing  recommendations for future standardisation policy in the service sector.
 The project includes a  policy Inventory of the current role of standards in the service sector; Identification of the future needs and challenges concerning service standards;  the future needs of companies respective to service standards and possible upcoming challenges for service standards. Companies will be asked about their willingness to participate in future standardisation activities. 
The European Association for the Co-ordination of Consumer Representation in Standardization (ANEC)
 has been  active in the area of services standards. More than half of all consumer expenditure in Europe is spent on services. Services have at the same time become one of the main causes for consumer complaints. ANEC decided in 1996 to explore its position and involvement in services standardisation
. Since then, ANEC has released two major policy documents on consumer requirements in services standardisation. First is Consumer Requirements in relation to SERVICES STANDARDIZATION
	Consumer Requirements in relation to SERVICES STANDARDIZATION

	Part I Policy Statement April 1998


	

	Consumer concerns in the services sector

	

	Choice
	Equity
	Access

	
	
	

	Design for all and universal access
	Adaptability
	Information

	
	
	

	Redress
	Consumer feedback and consumer complaints
	Privacy and security

	
	
	

	Safety
	Representation
	Consistency and reliability


Second is CONSUMER EXPECTATIONS AND REQUIREMENTS IN SERVICES STANDARDISATION
   developed by a group of consumer experts from 11 countries. The report identifies consumer concerns and needs in areas such as tourism, financial and banking services, services using new technologies (e.g. Internet) and health services. For each of these sectors the association identifies the role standardization could play to protect the consumer. 
The European Organization for Standardization (CEN)
 has established a  BT Working Group 104 "Measurements in the field of Services"
  to address specifically the horizontal issues of standards for services. The main objective is to reach a wide range of stakeholders who have interest in standardization in the field of Services.
. This work    is above and beyond the six “vertical”  standards activities within CEN for Maintenance; Transportation; measuring systems for cleaning performance, tourism, and postal services.

It is within the European context above that 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. 

A Press release of the ANSI in November, 2001 described the  DIN project:

…  DIN project management staff indicated their intent to work with  several countries to “mutually exchange” information regarding the problems, needs and activities of service standardization.   DIN has asked for assistance in determining what standards, specifications, regulations etc. exist in the U.S. concerning services, especially those dealing with e-commerce, e-procurement, infrastructure services, engineering services, technical services, public services, e-government, education and training, and financial services.  The project will also research how many and which U.S. organizations, associations, institutions, companies etc., and how many U.S.-based standards development groups are dealing with service standardization in the U.S.

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.  Many of these organizations identified developed standards in one of more of the service sectors of interest.  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
DIN will convene an International Conference on the Project “Service Standards for Global Markets September 30 and October 1 in Berlin 
 The event aims to review past developments in standardization of services and to outline a way forward to identifying future opportunities in this field, particularly with ISO.
The Role of Services in the US Economy

The United States is the world's largest producer and exporter of services. Encompassing all economic activity other than agriculture, manufacturing, and mining, the service sector is by far the largest component of the U.S. economy, accounting for 79 percent of private sector output. Service sector jobs come from an enormous range of industries, including banking and insurance, travel, entertainment, wholesale and retail trade, legal and other business services, information, telecommunications, healthcare, education, transportation, and energy and environmental services, as well as architecture, construction and engineering 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. 

Selected economic statistics excerpted from this report are portrayed graphically  in  Selected Economic Statistics US Services Sector. 

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!

Just what are these things called “services”  that in contrast to “products” account for the preponderance of US gross domestic product …  for which the US  has the leading global market share … and which account  for a trade surplus of 80 Billion?  Whatever they are, they surely have a strategic implication for the US economy.

There exists a  complete and very detailed answer to this question. In February 1999, the statistical agencies of Canada, Mexico, and the United States launched a joint multi-phase initiative to develop a comprehensive service-orientated product classification system.   The industry classification system is known as the North American Industry Classification System or NAICS
.  
The objective of NAICS is to identify, define, and classify the final products produced by the industries in each of various service and goods producing  industry  sectors. Of 358 new industries identified in NAICS, 250 are services-producing industries.  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
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Services Trade Balances of Leading Exporting Countries $ Billions (1998)

(Showing for comparison the US trade deficit in merchandise)

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

http://www.usitc.gov/wais/reports/arc/w3409.htm

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.

	

	


ISO COPOLCO's discussions on  international standards in the services sector date to 1995.   
COPOLCO recommended  high priority within ISO for intensive study. The 
ISO General Assembly (GA) endorsed COPOLCO's recommendation and a proposal from the ISO Secretary-General that ISO work with  WTO to  identify service sectors  interested in undertaking ISO work.   In September 1996 the General Assembly approved a joint initiative with the WTO (World Trade Organization) Services Division to convene 
 four  regional workshops. Further information about the four workshops held during 1998 is available at the ISO/WTO web site.

Singapore, hosted by PSB,  focused on tourism: hospitality and exhibition management  
Argentina, hosted by IRAM,  focused on banking/insurance and tourism/hotel certification  
France, hosted by AFNOR, focused on a multisectoral approach (policy and concepts, success stories, opening up to international standardization)  
USA, hosted by ANSI, focused on engineering consultancy

Subsequently, ISO launched a services sector web site
for interested parties to share views and news about standards in the
services sector

In May, 2001 the ISO COPOLCO hosted an international workshop in Oslo Norway Improving services for consumers  how can standards help? The ISO bulletin July 2001 featured the workshop in an article Serving the Services Industry : Taking the Issue Further down the road 

A breakout group  in Oslo "Producing good guidelines for services," moderated by Ms. Caroline Warne, Chair of BSI Consumer Policy (and current chair of COPOLCO)  saw the clearest route to be via guidelines to be used when developing standards for services. This group made a recommendation to develop, under the leadership of BSI (British Standards Institution), a guide on the use and development of standards for the services sector to take account of consumers' requirements and good practice

The need for standards for services won't go away, so much was clear, claimed Dr Nils Ringstedt (then chairman of COPOLCO) in his summary.  What needs to be clarified is the best road to follow to get there, as there are two schools of thought: some would like to look to developing standards for specific sectors, such as the financial sector, while others felt that in view of the difficulties, the most promising road was that of guidelines on how to develop standards for the service sector. 

The COPOLCO work has followed both tracks. 

COPOLCO working groups on Tourism and Financial services presented their activities  during the meeting of COPOLCO  June 11 and 12, 2002  in Trinidad.   

Linda Golodner, convenor of the  COPOLCO working group for tourism services,commented 'As consumers increasingly turn to the Internet to make theirtravel arrangements, issues of consumer protection in the cross-bordecontext can become problematic.  Preliminarily, the working group has concluded that a sector guide outlining basic consumer requirements fortourism services is desirable

Ian Mathieson, chair of a Working group on generic guidelines for services also reported progress in Trinidad.  The current focus includes preparing a  framework of consumer interests in the preparation of standards for services 
; further examination of  overlap and differentiation between product and service standards; preparation of 
Principles of Consumer participation and involvement in the development of service standards; 
the relationship of voluntary implementation of service standards to legislation and statutory consumer protection; and e
stablishing consumer priorities in service standardisation
	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 Challenge

The ISO has circulated two new work item proposals  on external customer dispute resolution systems and market-based codes of conduct.  Votes from national body members of ISO are due by September 20.  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 has requested its members’ advice on a US reply to these proposals with a deadline of August 9, 2002.  ANSI’s International Committee will review the comments and approve the US comments to be sent to ISO 

	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.  

COPOLCO considered it important to develop a set of essential criteria for effective codes developed by both demand and supply side interests in order to give consumers the confidence to deal with traders who comply with a code based on criteria established by a reputable and well recognized international body, i.e., ISO, and also to give guidance to merchants about how to develop effective and credible codes of conduct. Currently, in response to consumer and other marketplace demands, at both the international and domestic level, claims are being made by organizations about their codes of conduct, but there is considerable marketplace confusion concerning these claims. Recently, both domestic and regional governments have indicated their dissatisfaction with the current situation and a desire for a corrective solution to the problem. Those who operate codes have also indicated awareness of deficiencies in their own code

development and implementation processes. 

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. It should be emphasized that the proposed International Standard does not in any way prescribe what should be the content of codes: this is for individual organizations to decide.

The creation of the proposed International Standard can provide the consistent high quality in claims made about codes wanted by businesses, consumers, and governments. 


	


 

	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 

Experience suggests that when guidance is provided about what constitutes fair and effective consistent and credible dispute resolution, customers and industry both benefit.

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.

This standard is intended to provide optimal levels of c consumer protection and be of application on a global level, within individual jurisdictions, and across jurisdictions. In those jurisdictions where effective regulatory dispute resolution mechanisms already exist, the standard would be available (if necessary) as a supplement or complement. In those jurisdictions where there is minimal or no regulatory framework the standard may play a more significant role. 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.



	


Will ANSI advance the interests of the US services sector in these strategic matters?  The answer depends entirely on the level of awareness, interest and response of the US services sector.  Of course ANSI will advance the interests of its members and those who (because they understand the strategic significance to their markets) take the time to make their views known.

ANSI President and CEO, Dr. Mark W. Hurwitz, CAE, comments: "The increased attention being given to potential benefits of international standardization for the services sector is notable, particularly in light of the economic significance of this sector.  ANSI
 certainly would encourage AFSMI members and others who have a competitive stake in this area to join in the dialogue."
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
  
This facet of the US standards infrastructure has not gone unnoticed within the European Community.  In commenting on the USA system a newly issued CEN publication states:

“The management of such a diverse system [in describing the USA system] and focusing it at the international level is clearly more problematic [compared to the EU system].  Equally such a system has a problem dealing with horizontal standards issues”

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 their competitors. 
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About the Author: George T. Willingmyre, P.E. is President of GTW Associates, (WWW.GTWASSOCIATES.COM) an international trade, standards policy and conformity assessment consultancy. Previously, Mr. Willingmyre was Vice President of Washington Operations for the American National Standards Institute. Willingmyre facilitated public and private sector cooperation finding voluntary market-based alternatives to mandatory regulations; advancing US policy interests in Regional and International fora; and advancing private sector views during the US government negotiations of the WTO Agreement on Technical Barriers to Trade. Mr Willingmyre participates in many national and global standards policy committees…the ANSI Company Member Forum; The ANSI Consumer Interest Council; the Industry Cooperation for Standards and Conformity Assessment. GTW Associates clients include Microsoft Corporation; DaimlerChrysler; the European Commission; OECD, the Japan METI and various law firms involved in patent/IPR litigation.

About AFSM International The Association for Services Management International (AFSMI) is a nonprofit professional organization dedicated to furthering the knowledge, understanding, and visibility of executives and managers in the services and support—s-business—industry. The Association provides a global platform that enables its members to exchange experiences and opinions, thereby advancing services leadership and creating successful s-business growth. Founded in 1975, AFSMI enables managers to grow in professional competence through education, training, research, and networking opportunities. Its goal is to provide leadership and direction that helps its individual and corporate members expand their capabilities to meet the growing complexities and challenges of the ever-expanding services industry. Thousands of members representing more than 1,500 organizations around the world rely on AFSMI as their communications bridge to growth.
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�  The International Organization for Standardization (ISO) is a worldwide federation of national standards bodies from some 140 countries, one from each country. The mission of ISO is to promote the development of standardization and related activities in the world with a view to facilitating the international exchange of goods and services, and to developing cooperation in the spheres of intellectual, scientific, technological and economic activity. ISO's work results in international agreements, which are published as International Standards.  See more at � HYPERLINK "http://www.iso.ch/iso/en/ISOOnline.frontpage" ��http://www.iso.ch/iso/en/ISOOnline.frontpage�


� Selection and Use of the ISO 9000:2000 family of standards � HYPERLINK "http://www.iso.ch/iso/en/iso9000-14000/iso9000/selection_use/selection_use.html" ��http://www.iso.ch/iso/en/iso9000-14000/iso9000/selection_use/selection_use.html�





� September 6, 2000 Congressional Testimony of Robert J. Wyatt Vice President, Quality of Bridgestone/Firestone at � HYPERLINK "http://www.gtwassociates.com/alerts/QS9000isacausalfactor.wav" ��http://www.gtwassociates.com/alerts/QS9000isacausalfactor.wav�





� Research Publications from Study "Rule-Bound and Autonomous: Specifying the Conditions for the Successful Implementation of the Worldwide Quality Assurance Standard ISO 9000" at � HYPERLINK "http://gtwassociates.com/answers/Rulebound.htm" ��http://gtwassociates.com/answers/Rulebound.htm�





� The Industry Cooperation for Standards and Conformity Assessment (ICSCA) is a group of corporate standards professionals and business executives from 12 countries, 44 globally acting companies and 13 industry associations.  The companies active in ICSCA account for more than a trillion dollars of annual revenue and employ more than four million in their facilities around the world.   See more at � HYPERLINK "http://www.icsca.org.au/" ��http://www.icsca.org.au/�





� Management System Standards - Boon or Boondoggle? A Critical Assessment of the Advantages and Disadvantages of Implementation    ICSCA White Paper at � HYPERLINK "http://www.icsca.org.au/pdfdocs/MSS%5FWhite%5FPaper%5F%28final%29%5F2002%2D06%2D14%2Epdf" ��http://www.icsca.org.au/pdfdocs/MSS%5FWhite%5FPaper%5F%28final%29%5F2002%2D06%2D14%2Epdf�





� 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�





� SECOND TRIENNIAL REVIEW OF THE OPERATION AND IMPLEMENTATION OF THE AGREEMENT ON TECHNICAL BARRIERS TO TRADE November 2000 at  � HYPERLINK "http://www.gtwassociates.com/answers/9.doc" ��http://www.gtwassociates.com/answers/9.doc�





� 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�





� USTR Explanation of the GATS at  � HYPERLINK "http://www.ustr.gov/sectors/services/services.shtml" ��http://www.ustr.gov/sectors/services/services.shtml�





� 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�





� FASB International Information at � HYPERLINK "http://www.fasb.org/IASC/index.shtml" ��http://www.fasb.org/IASC/index.shtml�





� Financial reporting: Commission proposes to update accounting rules for the 21st century  � HYPERLINK "http://www.iasb.org.uk/cmt/0001.asp?s=1011130&sc={18150B39-67C9-45B8-9951-2335DBD4FA65}&n=4082" ��http://www.iasb.org.uk/cmt/0001.asp?s=1011130&sc={18150B39-67C9-45B8-9951-2335DBD4FA65}&n=4082�





� Summary Of The EC's Initial Requests To Third Countries In The GATS Negotiations � HYPERLINK "http://europa.eu.int/comm/trade/services/gats_sum.htm" ��http://europa.eu.int/comm/trade/services/gats_sum.htm�


 


� Service Standards in the Service Sectors: An Explorative Study    see � HYPERLINK "http://www.isi.fhg.de/ti/Projektbeschreibungen/kb-serv_stand_e.htm" ��http://www.isi.fhg.de/ti/Projektbeschreibungen/kb-serv_stand_e.htm�





�  The European Association for the co-ordination of consumer representation in standardization (ANEC)  was established in 1995 to give the opportunity to consumers to be heard in the process of technical standardisation. ANEC represents consumers from all European Union and European Free Trade Area countries. See at � HYPERLINK "http://www.anec.org/" ��http://www.anec.org/�





� Discussion of ANEC service standards activity at � HYPERLINK "http://www.anec.org/asv.htm" ��http://www.anec.org/asv.htm�





� ANEC Policy Statement Part I Consumer Requirements in relation to SERVICES STANDARDIZATION � HYPERLINK "http://www.anec.org/public/docweb/co20-98.pdf" ��http://www.anec.org/public/docweb/co20-98.pdf�





� ANEC CONSUMER EXPECTATIONS AND REQUIREMENTS IN SERVICES STANDARDISATION � HYPERLINK "http://www.anec.org/public/docweb/sv11-98.pdf" ��http://www.anec.org/public/docweb/sv11-98.pdf�





� The mission of the European Organization for Standardization (CEN)  is to promote voluntary technical harmonization in Europe in conjunction with worldwide bodies and its partners in Europe see at � HYPERLINK "http://www.cenorm.be" ��www.cenorm.be�





� CEN BT Working Group 104 "Measurements in the field of Services" at � HYPERLINK "http://www.cenorm.be/sectors/services/horiz_act.htm" ��http://www.cenorm.be/sectors/services/horiz_act.htm�





� CEN Overall Activity in Services standards at � HYPERLINK "http://www.cenorm.be/sectors/services.htm" ��http://www.cenorm.be/sectors/services.htm�





� 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 Standards for Global Markets Project Launched by German National Standards Body ANSI Press Release November, 2001 � HYPERLINK "http://www.ansi.org/public/news/2001nov/DIN-services.html" ��http://www.ansi.org/public/news/2001nov/DIN-services.html�





� 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�


� Conference and workshop to focus on service standards for global markets Berlin September 30 and October 1 , 2002  � HYPERLINK "http://www.iso.ch/iso/en/commcentre/events/servicestandards.html" ��http://www.iso.ch/iso/en/commcentre/events/servicestandards.html�





� 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�


� 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�





� ISO/WTO web forum for services standards � HYPERLINK "http://www.iso.ch/forums/services" �www.iso.org/forums/services�


� ISO/WTO web forum for services standards � HYPERLINK "http://www.iso.ch/forums/services" �www.iso.org/forums/services�





� Serving the Services Industry : Taking the Issue Further down the road:  ISO Bulletin; July, 2001. Available at  � HYPERLINK "http://www.iso.ch/iso/en/commcentre/pdf/Services0107.pdf" ��http://www.iso.ch/iso/en/commcentre/pdf/Services0107.pdf�





� 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/�





� For additional information about COPOLCO or ANSI CIF, contact James McCabe, director of consumer relations and member services at ANSI (e-mail: � HYPERLINK "mailto:jmccabe@ansi.org" �jmccabe@ansi.org�; tel: 212-642-8921)."


�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�





� Page 28, European Standardization in a Global context, A CEN Management Centre Publication
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