Chapter Two

What standards, specifications, regulations etc. exist in the US concerning services in general and more specifically:


- the specification of services
- the (quality) assessment of services
- the classification of services
- the terminology around services
- the processes around services (buying and selling, business processes, providing services, supply chain, logistics, etc.)
- customer interaction
- consumer protection

Introduction to the Chapter and Table 1

There is no over arching simple single answer to these 
questions in the United States.  Table 1 US Public and Private Sector Organizations with a horizontal Cross industry segment perspective on  US Services Business (in contrast to vertical services industry market segmentation)  identifies the most relevant laws, regulations and public and private sector organizations which apply to services generally in the United States.  In many cases these are the same laws which govern the production and sales of products in the US.  Chapter 3 identifies further organizations in several vertical service industry sectors and Chapter 4 identifies further organizations dealing with service standardization generally.

Table 1  US Public and Private Sector Organizations with a horizontal Cross industry segment perspective on  US Services Business contains contact information for organizations playing a major role in the services businesses in the United States.  Many of the organizations listed in the Table do not themselves set the standards or regulations applicable to services, yet are  the relevant government and private sector entities that would be concerned with such service business matters on a horizontal scale,  particularly as they relate to national policy and international trade. 

For example the American Council for Trade in Services (ACTS) is a  trade association with the exclusive purpose of promoting the international business interests of US service providers. The Association for Services Management International (AFSMI) is an organization dedicated to furthering the knowledge, understanding, and career development of executives, managers, and professionals in the high-technology services and support industry. The  Coalition of Service Industries. (CSI) is the leading business organization dedicated to the reduction of barriers to US services exports.  The goal of Sitrends.org is to provide a clearinghouse for information about the world's service sectors. The US DOC Office of Service Industries and Finance works with two Congressionally mandated Industry Sector Advisory Committees (ISAC) --Service Industries (ISAC 13) and Wholesaling and Retailing (ISAC 17)-- to ensure industry input in national policy development The U.S. International Trade Commission (ITC)  is an independent, nonpartisan, quasi-judicial federal agency that provides trade expertise to both the legislative and executive branches of government. The Office of the U.S. Trade Representative (USTR) is responsible for developing and coordinating U.S. international trade, commodity, and direct investment policy, and leading or directing negotiations with other countries on such matters.

	TABLE One

US Public and Private Sector Organizations with a horizontal Cross industry segment perspective on  US Services Business

(in contrast to vertical services industry market segmentation)

Compiled by GTW Associates April,  2002



	Acronym


	Contact Information


	Description


	Source  or web reference



	Access Board
	The Access Board
1331 F Street, NW

Suite 1000
Washington, DC 20004-1111
	The Access Board is an independent Federal agency devoted to enforcing laws providing for  accessibility to goods and services  for people with disabilities. It operates with about 30 staff and a governing board of representatives from Federal departments and public members appointed by the President. Several different laws are applicable to operating service businesses in the US:: 

Architectural Barriers Act, a law requiring access to facilities designed, built, altered, or leased with Federal funds. 

Rehabilitation Act, which created the Access Board. 

Americans with Disabilities Act, a major civil rights law prohibiting discrimination on the basis of disability in the private and public sectors. 

Telecommunications Act (Section 255), which requires access to new telecommunications and customer premises equipment where "readily achievable." 

Rehabilitation Act Amendments which amend section 508 of the Rehabilitation Act to ensure access to electronic and information technology in the Federal sector. 
	http://www.access-board.gov/indexes/aboutindex.htm

	ACTS
	American Council for Trade in Services (ACTS)

1030 15th Street, NW

Suite 1030

Washington, DC

20005 
	ACTS is a nonprofit association incorporated in August 1994 to fill a need, voiced by service industry and government executives, for a single umbrella trade association with the exclusive purpose of promoting the international business interests of US service providers.  ACTS is taking a proactive role in trade promotion activities for US services exports.
	http://www.acts-talks.com/


	ACSI
	American Customer Satisfaction Index

C/O    ASQ
600 North Plankinton Avenue
Milwaukee, WI 53203
USA
	The American Customer Satisfaction Index (ACSI) is a uniform and independent measure of household consumption experience.  ACSI tracks trends in customer satisfaction and provides  benchmarking insights of the consumer economy for companies, industry trade associations, and government agencies. The ACSI is produced through a partnership of the University of Michigan Business School, the American Society for Quality (ASQ), and the international consulting firm, CFI Group.  

The ACSI model is a set of causal equations that link customer expectations, perceived quality, and perceived value to customer satisfaction (ACSI). In turn, satisfaction is linked to consequences as defined by customer complaints and customer loyalty – measured by price tolerance and customer retention. For most companies, repeat customers are major contributors to profit. 
	http://www.theacsi.org/industry_scores.htm


	AFSMI
	Association for Services Management International (AFSMI)

1342 Colonial Blvd., 

Suite 25
Ft. Myers, Florida, USA 33907
	The Association for Services Management International (AFSMI) is an organization dedicated to furthering the knowledge, understanding, and career development of executives, managers, and professionals in the high-technology services and support industry. Goal is to provide leadership and direction that helps our individual and corporate members expand their capabilities to meet the growing complexities and challenges of the industry.
	http://www.afsmi.org


	ANSI  Accreditation
	American National Standards Institute (ANSI) Personnel Certifier Accreditation Program

ANSI Washington, DC Headquarters
1819 L Street, NW, 

6th Fl.
Washington, DC, 20036
	 With the anticipated approval in early 2002 of the proposed ISO/IEC Standard 17024, General Requirements for Bodies Operating Certification Systems of Persons, ANSI will launch its Global Accreditation Program for Personnel Certification Bodies. This new area of accreditation will facilitate mutual recognition of personnel certification programs by providing an internationally recognized framework and evaluation system that operates under the ISO/IEC 17024. In addition, the program will provide increased confidence in the ability of certification bodies to certify that individuals have the necessary knowledge, skills and abilities to perform their work.
	http://www.ansi.org/public/news/2001sep/roy_swift.html 

and 

http://www.ansi.org/public/events/open_forum/Personnel_Cert.html


	ANSI CIC
	American National Standards Institute (ANSI)  Consumer Interest Council (CIC)

25 West 43nd Street, 4th Fl.
New York, New York, 10036
	The ANSI Consumer Interest Council (CIC) facilitates the representation of consumer interests in the voluntary standards process and enhances the effectiveness and credibility of the ANSI Federation. The CIC consists of knowledgeable representatives from consumer organizations, producers, retailers, distributors, industry councils, and government.  ANSI CIC is the source for ANSI comments to the ISO Consumer Policy Committee (COPOLCO) work on service sector standardization
	http://www.ansi.org/rooms/room_7/


	CLEAR
	
Council on Licensure, Enforcement and Regulation
403 Marquis Avenue, Suite 100
Lexington, Kentucky 40502
	CLEAR is an association of individuals, agencies and organizations, which comprise the international community of professional and occupational regulation. CLEAR is a dynamic forum for improving the quality and understanding of regulation in order to enhance public protection. Through conferences, services, and publications and other services, CLEAR provides the resources for ongoing and thorough communication of international licensure and regulation issues among all those interested in the field
	http://www.clearhq.org/


	CSI
	Coalition of Service Industries (CSI) 

1090 Vermont Ave. 
NW - Suite 420 
Washington DC 20005
	CSI  is the leading business organization dedicated to the reduction of barriers to US services exports, and to the development of constructive domestic US policies, including tax policies, that enhance the global competitiveness of its members.
	http://www.uscsi.org/


	NCCA and NOCA
	National Commission For Certifying Agencies and  National Organization for Competency Assurance
2025 M Street, N.W., 

Suite 800
Washington, D.C. 20036
 
 
	The National Commission for Certifying Agencies (NCCA) is the accreditation body of the National Organization for Competency Assurance   (NOCA) The NCCA helps to ensure the health, welfare, and safety of the public through the accreditation of a variety of certification programs/organizations that assess professional competency. The NCCA uses a peer review process to: 

Establish accreditation standards; 

Evaluate compliance with the standards; 

Recognize organizations/programs which demonstrate compliance; and 

Serve as a resource on quality certification. 

The majority of the NOCA accreditations are for medical professional certification programs,.  NOCA accreditation of programs in the financial services and training and education sectors sections are identified  separately


	http://www.noca.org/ncca/accredorg.htm


	NSSB
	National Skill Standards Board (NSSB)

1441 L Street NW
Suite 9000 
Washington, DC 20005- 3512
	The NSSB is a  coalition of leaders from business, labor, employee, education, and community and civil rights organizations created in 1994 to build a voluntary national system of skill standards, assessment and certification systems to enhance the ability of the United States workforce to compete effectively in a global economy.  

The NSSB has categorized the workforce into 15 industry sectors, which, under the guidance of the NSSB, are assembling skill standards, assessment and certification for their respective industries.  Additionally NSSB has established  four  Voluntary Partnerships: the Manufacturing Skill Standards Council (MSSC) and the Sales & Service Voluntary Partnership (S&SVP, Inc.), the Education and Training Voluntary Partnership (E&TVP) and the Hospitality & Tourism Futures (HTF),

NSSB Certification Recognition was designed to help users of certifications navigate through a confusing maze of certifications by identifying those that meet high professional and technical standards for quality assurance.  To receive recognition, a certification must undergo a comprehensive review to ensure that it meets specific quality requirements.  
	http://www.nssb.org/

	OSHA


	Occupational Safety and Health Administration (OSHA)
200 Constitution Avenue, N.W.
Washington, D.C. 20210
	OSHA's mission is to ensure safe and healthful workplaces in America. The workplaces of  service businesses are subject to OSHA workplace safety regulation. 

Regulations and Compliance Links provides a comprehensive  resource for current OSHA standards and compliance-related information
	http://www.osha.gov/comp-links.html
and  

http://www.osha.gov/comp-links.html


	SITRENDS
	C/O The Mark Twain Institute

4708 Dorset Avenue,

Chevy Chase, MD  20815
	The goal of Sitrends.org is to provide a clearinghouse for information about the world's service sectors. With virtually every country in the world having a service sector at, or over, 50% of employment and 50% of gross domestic product, this site fills a need to look at current events in those service sectors, whether that be the latest books and articles or the latest statistics
	http://www.sitrends.org/


	US DOC
	U.S. Department of Commerce
International Trade Administration
Office of Service Industries and Finance 

!4th and Constitution

Washington, DC  20230
	The US DOC Office of Service Industries and Finance works with two Congressionally mandated Industry Sector Advisory Committees (ISAC) --Service Industries (ISAC 13) and Wholesaling and Retailing (ISAC 17)-- to ensure industry input in policy development. These two Services' ISACs are among 22 advisory committees which are jointly administered by the U.S. Department of Commerce and the Office of the U.S. Trade Representative. 
	http://www.ita.doc.gov/td/sif/Index.htm

	US DOJ
	U.S. Department of Justice 

950 Pennsylvania Avenue, NW 

Washington, DC 20530-0001 


	The Department of Justice  ensures  fair and impartial administration of justice for all Americans.  Service businesses in the US must  not unfairly discriminate against classes of customers for their  services.   There is a long record of anti discrimination legislative history beginning with the  1776 -- Declaration of Independence, "We hold these truths to be self-evident, that all men are created equal, that among these are Life, Liberty, and the pursuit of happiness." Civil Rights Act of 1866 -- "all persons shall have the same rights...to make and enforce contracts, to sue, be parties, give evidence, and to the full and equal benefit of all laws..." 14th Amendment of 1868 -- "All persons born or naturalized in the US...are citizens...nor shall any State deprive any person of life, liberty, or property, without due process of law; nor deny to any person...the equal protection of the laws." Equal Pay Act of 1963 -- prohibits sex-based pay differentials on jobs. Civil Rights Act of 1964 -- Title VII prohibits employment discrimination based on race, sex, national origin, or religion. Title VI prohibits public access discrimination, leading to school desegregation. Title VIII is the original "federal fair housing law," later amended in 1988. 1965 Executive Order 11246 -- affirmative action requirements of government contractors and subcontractors. 1967 ADEA prohibits age discrimination for 40-65 year olds, amended in 1986 to remove the 65 year old age cap. Architectural Barriers Act of 1968 -- requires accessibility for disabled in buildings and facilities financed with federal funds. §504 of the Rehab Act of 1973 -- bars federal contractors or subcontractors from employment discrimination on the basis of disability. Fair Housing Amendments Act of 1988 -- disabled access required for multi-family housing intended for first occupancy after March 13, 1991. Air Carriers Access Act of 1989 -- disabled access required in construction of terminal facilities owned or operated by an air carrier. 1990 Americans with Disabilities Act -- Title I prohibits disability discrimination by employers. Titles II and III require disability access in all places of public accommodation and business for first occupancy after January 26, 1993 or for occupancy for new alterations, and all state and local government facilities, after January 26, 1992.
	http://www.usdoj.gov/

	US FTC
	US Federal Trade Commission

6th and Pennsylvania, NW

Washington DC 20580
	The Federal Trade Commission (FTC) works to ensure that the nation’s markets are vigorous, efficient and free of restrictions that harm consumers. FTC’s primary mission is to protect consumers.  

The FTC enforces federal consumer protection laws that prevent fraud, deception and unfair business practices. FTC handles addresses consumer complaints and offers guidance on such service sector topics as privacy of customer information. 

The FTC participates in OECD Committee on Consumer Policy work related to services businesses
	http://www.ftc.gov


	US  ITC
	US  International Trade Commission

500 E street, SW

Washington, DC  20277
	The U.S. International Trade Commission is an independent, nonpartisan, quasi-judicial federal agency that provides trade expertise to both the legislative and executive branches of government, determines the impact of imports on U.S. industries, and directs actions against certain unfair trade practices, such as patent, trademark, and copyright infringement. The ITC recently completed a relevant study 

RECENT TRENDS IN U.S. SERVICES TRADE Investigation No. 332-345 (Annual Report) (Publication 3409; May 2001)
	http://www.usitc.gov/  and 

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


	USTR
	US Trade Representative

Executive Office of the President

600 17th Street, NW

Washington, DC  20508
	The Office of the U.S. Trade Representative (USTR) is responsible for developing and coordinating U.S. international trade, commodity, and direct investment policy, and leading or directing negotiations with other countries on such matters. The U.S. Trade Representative is a Cabinet member who serves as the President’s principal trade advisor, negotiator, and spokesperson on trade and related investment matters. USTR represents US interests in  WTO GATS discussions
	http://www.ustr.gov/sectors/services/services.shtml


Specification of services (What are services?) 

What is a “service?”  According to  the  Encarta® World English Dictionary © & (P) 1999,2000 Microsoft Corporation. All rights reserved. Developed for Microsoft by Bloomsbury Publishing Plc.  A “service” in the context of this study may be any of the following:
work done for somebody else: work done by somebody for somebody else as a job, a duty, a punishment, or a favor

meeting of public need: the system or operation by which people are provided with something they need, for example, public transportation, or the organization that runs such a system

government agency: an official organization, especially a government department, or the work performed for such an organization
maintenance of machinery: the act of cleaning, checking, adjusting, or making minor repairs to a piece of machinery, especially a motor vehicle, to make sure that it works properly

COMMERCE …  work that does not make anything: jobs and businesses such as banking and insurance that provide something for other people but do not produce tangible goods
things provided by government: things such as education, health care, and roads that are provided by national or local government and paid for by taxation
adjective
providing a service not goods: relating to jobs or businesses such as banking and insurance that do something useful for people but that do not manufacture any goods
for maintenance and repair: providing maintenance and repair for manufactured products
However this study found that the term “service”  is not often used in such general terms and is far more often used in a specific context. 

The  American Council for Trade in Services (ACTS)  office in Washington, DC, occasionally receives inquiries what specific trade items come under the term "international trade in services."  The ACTS staff has compiled a list of intangible and exportable commodities which may fall under that heading.  These are shown in Figure Two as  listed on the ACTS web site at http://www.acts-talks.com/industries.htm   

	Figure Two

Trade items  under the term "international trade in services” according to 

American Council for Trade in Services at

http://www.acts-talks.com/industries.htm


	Advertising
	Entertainment
	Protection and Security Services

	Hospitality Services
	Equipment Installation and Maintenance
	Publishing and Media

	Commercial Services
	Export Trading
	Public Relations

	Communications
	Financial Services
	Real Estate

	Computer Technology
	(Banking, Insurance, Investment, etc,)
	Scientific and Technical Services                 

	Construction
	Government Relations
	Sports and Games

	Consultation and Advice
	Health care
	Technology Transfer

	Data Processing
	Information Technology
	Telecommunications

	Design and Engineering
	Management Counseling
	Transportation

	Distribution Services
	Performing Arts
	Travel and Tourism

	Education and Training
	Professional Services(Accounting, Medicine, Law, etc.)
	Utilities

	Electronic Commerce
	Promotion of Goods
	Wholesale and Retail Trade in Goods

	Energy Production
	
	


A report of the U.S. International Trade Commission  entitled Recent Trends in U.S. Services 2001 available at http://www.buyusainfo.net/docs/recent_trends_in_u.s._services_2001.pdf  provides a helpful description of what are services industries in the United States.  For example the report notes the following service industries accounted for the majority of US exports in services: 

In 1999, travel and tourism services accounted for 29.4 percent of U.S. service exports, the largest share of total service exports accounted for by a single industry …. Other services accounting for large shares of total U.S. exports were those related to intangible intellectual property (reported as royalties and license fees), representing 14.3 percent; business, professional, and technical services(hereafter, professional services), 9.6 percent; maritime and air freight transportation services (including port services), 9.5 percent; and passenger fares (airline and maritime), 7.8 percent. With respect to imports, travel and tourism, maritime and air freight transportation, and passenger fares also figured prominently in 1999, accounting for 33.9 percent, 18.1 percent, and 12.2 percent of total service imports, respectively.
The Association for Services Management International (AFSMI) is an organization dedicated to furthering the knowledge, understanding, and career development of executives, managers, and professionals in the high-technology services and support industry.   AFSMI has posted a paper  “S-Business: Defining the Services Industry”  at  http://www.afsmi.org/   According to AFSMI on the topic of differences between “Services and Products”

… extreme difference between the two types of products of traditional business and s-businesses. First of all, in most cases, the goods produced by traditional organizations easily can be seen, felt, and described. However, the products of s-business (services and professional services) are intangible. Evert Gummesson probably said it the most eloquently, stating that “services are something that can be bought and sold but can’t be dropped on your foot.” The challenge of dealing with the added complexity of intangibility alone raises the bar. …These distinctions have a fundamental impact on how one produces, markets, sells, delivers, services, and measures the performance of s-business products and the success of the s-business itself. What may have worked extremely well in managing a traditional goods-based organization will be ineffective in the world of s-business. Hence, different characteristics and competencies in people must be sought, different manage-ment support systems created, and different metrics evaluated to reward performance and guide the enterprise. 

	Figure Three

Product Comparison: Goods vs. Services

From “S-Business: Defining the Services Industry”  at  http://www.afsmi.org/


	SERVICES


	GOODS



	Services are performed.


	Goods are produced.

	The goal of performing services is uniqueness.


	The goal of producing goods is uniformity.

	The customer often is involved in the service performance.


	The customer is not involved in production.

	Customers conduct quality control by comparing expectations to experience. If improperly per-formed, apologies and reparation are the only means of recourse.


	Internal quality control compares outputs to specifications. If improperly produced, the product can be recalled.

	The morale and skill of service providers is critical.


	The morale and skill of the production workers is important


Many service industry vertical market segments have standardized their specifications and terminology in order to promote efficiency and compatibility between the various components of a service process.  These are identified in Chapter 2 for the specific vertical industry segments.

Quality assessment of services


The quality assessment of services is very much a vertical services industry sector matter in the United States.  It is further often times a local geographical matter.  That is to say in any local area there may exist quality assessment services for various vertical service sectors.  

US Services businesses may elect to demonstrate their conformity to International standards such as the ISO 9000 series. The QSU Publishing Company publishes a list of US services industry companies registered to ISO9000 ISO 9000 Registered Company Directory  available at  http://www.qsuonline.com/Body%20pages/RCD.html\
The American Customer Satisfaction Index (ACSI) is a uniform and independent measure of household consumption experience.  ACSI tracks trends in customer satisfaction and provides  benchmarking insights of the consumer economy for companies, industry trade associations, and government agencies. The ACSI is produced through a partnership of the University of Michigan Business School, the American Society for Quality (ASQ), and the international consulting firm, CFI Group.  

The ACSI model is a set of causal equations that link customer expectations, perceived quality, and perceived value to customer satisfaction (ACSI). In turn, satisfaction is linked to consequences as defined by customer complaints and customer loyalty – measured by price tolerance and customer retention.  The ACSI rating scores of companies in various service industry sectors are posted at http://www.theacsi.org/industry_scores.htm
Classification of services

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.  Further information on NAICS is available at the following web sites  http://www.ita.doc.gov/td/sif/naics.htm    and  http://www.census.gov/eos/www/napcs/napcs.htm 

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.  The final products of reporting units in a service industry are defined as the products that are created and transacted (sold or transferred) by the establishments or reporting units in the industry to other reporting units, enterprises, institutions or persons; domestic or international. 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 

Appendix One Service Industry Classifications in the United States Extracted  from North American Industry Classification System presents further breakdown of these 17 service industry segments.
Terminology around services

While  developing the North American Industry Classification System  (NAICS)  the statistical agencies came to the conclusion that  many service industries provide essentially three types of final service products: simple services, composite services, and bundled services. They defined this terminology as follows: 

A simple service product embodies a single transparent service whose real output can be measured in physical units or counts, such as a traditional haircut (number of hair cuts) or basic phone service (number of minutes). 

A composite service product embodies several distinct services that are produced together and sold as a unit; the customer is not free to pick and choose among the services in the composite. The services may be produced together by virtue of regulations, the production process, safety or hygiene requirements, or industry practice. Examples include a conventional hotel room rental with maid service, salon haircuts including shampooing, and an office visit to a doctor with required diagnostic tests. 

A bundled service product contains a collection of services that has been negotiated between the service provider and the customer and whose composition may vary by customer. Examples include traditional phone service plus call waiting and caller ID, a bundle of information services that can be transmitted through a common medium (cable, satellite) and that may include voice, data and/or visual services. Elsewhere it is common to buy different bundles of janitorial services, legal services, or accounting services, etc.

Many service industry vertical market segments have standardized their specifications and terminology in order to promote efficiency and compatibility between the various components of a service process.  These are identified in Chapter 2 for the specific vertical industry segments

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


Also while developing the NAICS,  the statistical agencies found the need for common information about the processes and supply chain applicable in different service sectors. They commissioned experts in various service sector businesses to collect  and report these matters in a common format.  They used a  common approach to describe these service sector characteristics  for different service industries.  The major information categories in Figure  3 Common approach to describe  service sector characteristics  below are extracted from the NAICS paper Industry Expert Guide to Information Requirements for NAPCS  available at http://www.census.gov/eos/www/napcs/papers/Calllink2.pdf  

Figure Three

Common Approach to Describe  Service Sector Characteristics  

Excerpted from Expert Guide to Information Requirements for NAIPS

A. General Overview of the Industry

A discussion of the scope of services provided by the industry.

Recent changes/developments in types of services provided.

A discussion of the size range and distribution of establishments in the

industry including names of the top firms in the industry.

The extent to which firms in the industry are engaged in international sales

of service products.

Information on any restrictions requiring professional licenses,

certifications, or degrees to perform specific services in this industry.

B. A Working Description of the Production Process Typically Followed by

Firms in This Industry

Information on any government regulations impacting the production of

services by this industry.

How are the needs of the customer and the service products to be sold to

the customer assessed?

What are the typical steps followed by a firm in fulfilling the transaction

of these services to the customer?

What procedures are utilized to formalize the transaction between a firm

and a customer? How is a customer billed when the service is completed?

C. A Description of the Industry’s Final Service Products



What are the final products produced by this industry?

For each of the final products, how does the industry define these

products?

Are any of these products consumed completely within the reporting unit

in another phase of the production process?

How standardized are the services products provided in this industry? Are

products provided fairly well-defined and uniformly provided to a variety

of customers?

Within this industry, are particular service products typically sold as a

bundle or unit, for a single quoted price that differs from the sum of the

individual prices for the products in the bundle? Please identify important

bundled service products vended by your industry.

What are the service products produced by other industries which are

substitutes for those offered by this industry?

D. Pricing Conventions



How is a price determined for the service products of this industry? (fee

based on type of staff performing various parts of the production of the

service, fee based on type of service only,….)?

How is this price conveyed to the customer? (formal contract, letter of

engagement, fee per hour)?

What is the physical unit that is priced (liters or quarts, kilos or pounds,

meters or miles, hours worked, type of tools or machine required to

provide the service, type of specialist that does the work, object rented,

number of seats, number of tickets sold, and so forth)?

E. Record Keeping and Reporting



Do firms typically maintain records providing details of the services

completed and the invoice or bill presented?

What is the appropriate reporting unit in your industry (establishment,

regional headquarters, or national office, for example)?

Do the reporting units in the industry typically compile information on the

value of the detailed service products sold and can they report this

information?
Many service industry vertical market segments have standardized their specifications and terminology in order to promote efficiency and compatibility between the various components of a service process.  These are identified in Chapter 2 for the specific vertical industry segments

Customer interaction


Two important crosscutting legal requirements (different than  those described below for consumer protection)  in the United States address the interaction of  service provider(s)  with their customer(s).

The US has a long history ensuring   fair and impartial administration of justice for all Americans.  Service businesses in the US must  not unfairly discriminate against classes of customers for their  services.   There is a long record of anti discrimination legislative history beginning with the  1776 -- Declaration of Independence, "We hold these truths to be self-evident, that all men are created equal, that among these are Life, Liberty, and the pursuit of happiness." Civil Rights Act of 1866 -- "all persons shall have the same rights...to make and enforce contracts, to sue, be parties, give evidence, and to the full and equal benefit of all laws..." 14th Amendment of 1868 -- "All persons born or naturalized in the US...are citizens...nor shall any State deprive any person of life, liberty, or property, without due process of law; nor deny to any person...the equal protection of the laws." Equal Pay Act of 1963 -- prohibits sex-based pay differentials on jobs. Civil Rights Act of 1964 -- Title VII prohibits employment discrimination based on race, sex, national origin, or religion. Title VI prohibits public access discrimination, leading to school desegregation. Title VIII is the original "federal fair housing law," later amended in 1988. 1965 Executive Order 11246 -- affirmative action requirements of government contractors and subcontractors. 1967 ADEA prohibits age discrimination for 40-65 year olds, amended in 1986 to remove the 65 year old age cap.  The Department of Justice  is ultimately responsible for enforcing these anti discrimination requirements
There are similar laws intended to provide accessibility to services  and goods for people with disabilities.  Service providers must take into consideration many accessibility requirements.   The Access Board is the  federal agency overseeing several accessibility-related  laws 
· Architectural Barriers Act, a law requiring access to facilities designed, built, altered, or leased with Federal funds. 

· Rehabilitation Act, which created the Access Board. 

· Americans with Disabilities Act, a major civil rights law prohibiting discrimination on the basis of disability in the private and public sectors. 

· Telecommunications Act (Section 255), which requires access to new telecommunications and customer premises equipment where "readily available”
Consumer protection

Several crosscutting standards and legal requirements apply generally to consumer protection for services.  Many more of the consumer protection standards and laws however are industry segment specific. 

The Federal Trade Commission (FTC) works to ensure that the nation’s markets are vigorous, efficient and free of restrictions that harm consumers. FTC’s primary mission is to protect consumers.   The FTC enforces federal consumer protection laws that prevent fraud, deception and unfair business practices.    FTC handles addresses consumer complaints and offers guidance on such service sector topics as privacy of customer information. The FTC participates on behalf of the United States in the OECD Committee on Consumer Policy  The FTC web site at http://www.ftc.gov/ftc/consumer.htm  has many references intended for consumers and  service providers about meeting FTC requirements to prevent fraud and deception and maintaining privacy
A recent  example how US law works to address unfair claims by service providers well illustrates the system here.  A US company Charter Communications Inc. is challenging Southwestern Bell Telephone's (SBT)  "Cable Modem Slowdown" ads.  Charter alleges SBT has perpetrated a false advertising campaign. Charter claimed that SBT  is violating the federal Lanham Act, regarding truth in advertising, and also is violating Missouri common laws regarding preventing injurious falsehoods and illegal and unfair competition  The SBT television, radio and print ads "convey a message that cable modem Internet service slows down during peak usage hours, and that DSL does not," stated the general counsel and secretary for Charter. Last  August, Charter sent a letter to SBT officials requesting the ads be pulled. After receiving no response, Charter filed a lawsuit in the U.S. District Court in Missouri. A Federal judge recently issued a preliminary injunction ordering Southwestern Bell to refrain from false and misleading advertising about cable modem service. See   http://www.onlinepressroom.net/chrtr/  and http://www.cedmagazine.com/cedailydirect/0108/cedaily010829.htm
The Occupational Safety and Health Administration OSHA's mission is to ensure safe and healthful workplaces in America. The workplaces of  service businesses are subject to OSHA workplace safety regulation. An OSHA Regulations and Compliance Link at  http://www.osha.gov/comp-links.html  provides a comprehensive  resource for current OSHA standards and compliance-related information for service providers. 

There exist three national recognition or accreditation programs for certification programs of professional or skill proficiency. Many of these certification programs are intended to promote that providers of service have the skills and competence to perform the service they are offering and thus consumer protection. The three have separate requirements and methods of evaluating the certification programs
The American National Standards Institute (ANSI) Personnel Certifier Accreditation uses the proposed ISO/IEC Standard 17024, General Requirements for Bodies Operating Certification Systems of Persons.  The ANSI program is intended to provide increased confidence in the ability of certification bodies to certify that individuals have the necessary knowledge, skills and abilities to perform their work.

The National Commission for Certifying Agencies (NCCA) is the accreditation body of the National Organization for Competency Assurance   (NOCA) The NCCA helps to ensure the health, welfare, and safety of the public through the accreditation of a variety of certification programs/organizations that assess professional competency. 

The National Skills Standards Board (NSSB)  is a coalition of leaders from business, labour, employee, education, and community and civil rights organizations created in 1994 to build a voluntary national system of skill standards, assessment and certification systems

The American National Standards Institute ANSI Consumer Interest Council (CIC)   facilitates the representation of consumer interests in the voluntary standards process and enhances the effectiveness and credibility of the ANSI Federation. ANSI defines  Consumers  as those individuals who use goods or services to satisfy their individual needs and desires, rather than to resell them or to produce other goods or services with them (“Consumers”).The Consumer Interest Council is composed of knowledgeable representatives from Consumer organizations, producers, retailers, distributors, industry councils and government Some of the work of the CIC includes reviewing, from the consumer’s perspective, national and international voluntary consensus standards; developing informative guides; and encouraging consumer participation in the voluntary standards development process.  The ANSI CIC is the advisory group for ANSI participation in the ISO consumer policy committee COPOLCO ( See more at http://www.ansi.org/rooms/room_7/  )
















