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Executive summary

Diverse multistakeholder representation makes standards more inclusive,
credible and robust. National standards bodies (NSBs) have a responsibility
to involve all relevant stakeholders —including consumers — as set out in the
ISO/IEC Directives!, the WTO Agreement on Technical Barriers to Trade?, and
agreed principles for the development of international standards?.

Consumers are vital stakeholders. Their participation in policy and technical
work provides unique insights into real needs, experiences and risks, helping
NSBs develop standards that protect people and benefit society. However,
consumers remain significantly under-represented in national and international
standards, meaning that NSBs must take extra steps to engage them effectively.

This guide offers practical advice to help NSBs strengthen consumer
engagement and embed consumer interests throughout their work. It highlights
new and traditional approaches drawn from global good practice shared in the
ISO COPOLCO 2025 workshop, “Consumer Voices: shaping standards for a
safer, fairer society”.* These recommendations aim to support NSBs in building
inclusive, multistakeholder standards that deliver positive outcomes for all.

11SO/IEC Directives, Part 1 - Procedures for the technical work (Clause 1.7.1).

2 WTO Agreement on Technical Barriers to Trade (Annex 3: Code of Good Practice for the Preparation, Adoption
and Application of Standard, Article F), https://www.wto.org/english/docs_e/legal_e/tbt_e.htm#ann3

3 WTO Decisions and Recommendations Adopted by the WTO Committee on Technical Barriers to Trade since 1 January
1995, Annex 2, GTBT1R15.pdf

4 COPOLCO Capacity Building Workshop training materials: ISO/COPOLCO - Committee on consumer policy

@ About this guide
How should it be used? What are the benefits of use?

This guide is aimed at NSB leaders This guide will help your NSB to:

and stakeholder-engagement « Understand the value of consumer participation in standards.
officers in developing countries, * Recognize common engagement challenges and learn from
but it will be useful for any global good practice.
NSB seeking to strengthen the « Strengthen relationships with consumer stakeholders.
consumer voice in standards. « Develop tailored approaches to improve consumer
participation in your work at the national and international
Every NSB differs in size, level.
resources and priorities. The « Identify and prioritize consumer-relevant standards
recommendations in this guide « Increase consumer representation throughout priority areas.
are intended to support NSBs in « Contribute to ISO’s strategic goal of “all voices heard”.
developing approaches tailored to « Demonstrate alignment with WTO requirements and ISO/IEC
their national context. Directives.

Building better standards through effective consumer stakeholder engagement
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Glossary

Consumer — anyone purchasing, using or impacted by products,
services or organizational behaviour.! Consumers have diverse
characteristics, needs and abilities.

Consumers may also be referred to as customers, users, residents,
shoppers, passengers, guests, pupils or patients.

Consumer stakeholder - an individual or representative of an
organization with competence in consumer issues. They may focus
on:

» General consumer protection,

« A single mission (e.g. sustainability, digital, safety, inclusivity), or

» The needs of specific groups, including those who may be
vulnerable or disadvantaged (e.g. women, children, older people,
LGBTQ, refugees, ethnic minorities, people with disabilities, on
low incomes or who are digitally excluded).

Consumer representative — person with a specific remit to
advocate for consumers in the standards development process,
as a member of the consumer stakeholder group. Consumer
representatives act in the best interests of consumers, with no
commercial or political conflicts of interest.

Building better standards through effective consumer stakeholder engagement
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Why is consumer
participation so important?

Positive societal impact

Standards have the potential to protect consumers and benefit society by
setting good practice for the organizations people interact with every day.
They can help improve lives at the individual, community and global level.

To achieve this impact, consumer voices must be heard throughout
the development process, and standards must be applied effectively.
For example, by industry to improve consumer safety, by regulators to
safeguard the public interest, and by governments to embed consumer
protection into policy and practice.

Unique and valuable insight

Consumer stakeholders offer a unique perspective and real-world insights

by:

« Raising awareness of diverse consumer needs and experiences,
including those who may be vulnerable or disadvantaged.

« Showing how products and services are used in daily life — not only as
intended, but also unintended, malicious and passive use.

« ldentifying practical risks of harm and impacts that others may
overlook.

Their input grounds standards in everyday reality, helping to improve
outcomes for individuals, communities and societies.

Building better standards through effective consumer stakeholder engagement
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Protecting consumers’ rights

Consumer stakeholders raise awareness of fundamental consumer rights
and principles — such as access, information, inclusivity, safety and redress —
as set out in the UN Guidelines for Consumer Protection.?

They also draw attention to broader public-interest issues — such as
affordability, equality, health and well-being, environmental protection and
social responsibility — aligned with the UN Sustainable Development Goals.®

Alongside effective consumer stakeholder engagement, NSBs can use these
frameworks to identify priorities and embed consumer interests throughout
their work.

Making better standards

Active consumer involvement in policy and technical work helps ensure
that standards reflect the needs of society, rather than being driven solely
by industry. This strengthens public trust, legitimacy and uptake. When
consumer voices are embedded throughout the process, NSBs benefit by:

« Developing standards that reflect real-world use and reduce risks of
harm.

« Ensuring all relevant perspectives are considered, increasing credibility
and diversity.

« Avoiding future problems and reputational damage by addressing critical
consumer issues.

« Strengthening the social value of standards, delivering safer, fairer
outcomes for citizens and communities.

'@' Tip!

Consumer engagement may require additional resources in the short term,
but the long-term benefits for NSBs — and society — far outweigh the costs.

2 United Nations Guidelines for Consumer Protection (UNGCP) , https://unctad.org/topic/
competition-and-consumer-protection/un-guidelines-for-consumer-protection
3 United Nations Sustainable Development Goals, https://sdgs.un.org/goals

Building better standards through effective consumer stakeholder engagement
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Benefits for all

Standards developed with effective consumer participation benefit
consumers, NSBs and other stakeholders.

Governments and regulators

Provide detailed good practice to support existing laws, regulations and
enforcement.

Enable easier regulatory adoption and implementation by demonstrating
broad stakeholder engagement.

Improve the quality and safety of goods and services.

Strengthen consumer protection and boost public confidence without
always needing new legislation.

Industry

Better understand customer needs.

Improve efficiency, quality and performance, thereby reducing
complaints and costs.

Strengthen compliance and reputation.
Minimize risks of negative outcomes, such as safety incidents.
Increase customer satisfaction and trust.

Enforcement agencies

Use standards as a clear benchmark for “what ‘good’ looks like”.
Help businesses demonstrate due diligence.
Serve as a tool for holding organizations to account (e.g. in court).

Building better standards through effective consumer stakeholder engagement
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The NSB role in
strengthening consumer
voices

Inclusive responsibilities

ISO’s 2030 Strategy states: “We must actively listen to all voices to ensure
that our standards meet global needs. This is why the ISO system must be
inclusive (welcoming and valuing difference), and ISO standards must be
developed by groups that reflect the diversity of all stakeholders, standards
users and beneficiaries.”*

To deliver this vision, NSBs must ensure that all relevant stakeholders are
identified, invited and represented in national standards and contributions to
international work. An inclusive, multistakeholder approach builds credibility
and trust by showing that standards reflect a broad range of perspectives,
and all voices have been considered in building consensus.

'@' Tip!

It is not realistic or necessary to have consumer representation on every
standard. Prioritize the work with the greatest consumer interest and impact.

4 1SO Strategy 2030, https://www.iso.org/strategy2030.html

Building better standards through effective consumer stakeholder engagement
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Why focus on consumers?

Within this broader responsibility, consumer stakeholders are critically
important. As the end users of goods and services, they bring unique
perspectives, evidence and lived experience that help shape standards,
which in turn support positive outcomes for people and society.

Many NSBs are working to strengthen participation, but consumers remain
significantly underrepresented in standards in all countries because they face
specific challenges to involvement.’

NSBs are expected to treat all stakeholders in a “fair and equitable” way

and to make special efforts to include underrepresented groups.® However,
without active steps to maintain balanced representation, there is a risk that
consumer voices become further weakened in international standards. To
ensure they are heard throughout the process, and in global discussions,
NSBs should strive to:

» Reflect consumer interests in national policy positions that feed into
international ballots and decisions.

« Include consumer representatives on national mirror committees where
national positions are developed.

» Proactively nominate consumer experts to international working groups,
technical committees and national delegations.

Overcoming challenges

Even with strong commitment, consumer participation in standards can be
difficult to achieve in practice. Common barriers include:

Limited awareness

Limited awareness is often the first barrier. Without understanding the
following, consumer groups are unlikely to engage:

» The value of standards as a consumer protection tool.

« Which standards are relevant to their work.

« Why participation is important and how to focus efforts.

« How to get involved and who to contact.

5 Less than 2 % of participants in ISO technical committees were from the consumer stakeholder group, based
on data compiled by ISO from its Global Directory in October 2022.

6 1SO guidance for NSBs on engaging stakeholders and building consensus, https://www.iso.org/files/live/sites/
isoorg/files/store/en/PUB100269.pdf

Building better standards through effective consumer stakeholder engagement
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Lack of resources

Consumer groups often have limited funds, people and time — especially
smaller, volunteer-run organizations or those unable to accept external
funding — making it difficult to:

« Access standards (where fees apply).

« Cover costs of participation or membership.

« Attend meetings (travel or internet costs).

Knowledge and expertise

Even with strong consumer expertise, confidence to participate can be
affected by:

« Complex rules and processes.

« Highly technical discussions.

» Language barriers, especially in international settings.

Ability to influence

Consumers engage because they want to make a positive difference to
people’s lives, but motivation to participate can fall when:

« The multistakeholder approach doesn’t work as intended, and larger or
more influential stakeholders dominate discussions.

« Itis unclear how their contributions have influenced outcomes.
Open conversations with consumer stakeholders — to understand challenges,
needs and priorities, and to discuss solutions — are the first step to improving

engagement, increasing participation and strengthening the quality of
standards work.

Building better standards through effective consumer stakeholder engagement
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NSB actions for
effective engagement

Leadership and strategy

Strong leadership and culture are the starting point for effective consumer
engagement. By putting the right systems, policies and resources in place,
NSBs can create the foundations for successful consumer participation in
national and international work.

Actions to consider:

- Demonstrate leadership commitment — make inclusion a visible priority
for your organization. Embed consumer perspectives in governance and
decision-making, for example, by creating a “consumer seat” on your
board.

- Develop a consumer engagement strategy - using this guide, set out
how your NSB plans to strengthen consumer participation, with clear
goals and assigned responsibilities. Communicate to all relevant staff via
briefings, training or guidance.

- Foster international connections - participate in COPOLCOQ’ to stay
informed about consumer issues, contribute to discussions and access
training, mentoring and funding opportunities, often delivered with
DEVCO.®

« Prioritize wisely — focus efforts on areas of highest consumer relevance
or detriment, where standards can have the greatest positive impact.®

« Apply a consumer lens - build the habit of asking “What does this mean
for consumers?” throughout governance, policy and technical work.

7 Visit https://www.iso.org/copolco.html to find out more about COPOLCO membership and benefits.

8 See ISO's Action Plan for Developing Countries 2021-2025 for details of support and assistance,
https://www.iso.org/files/live/sites/isoorg/files/store/en/PUB100374.pdf

9 Consider joining ISO COPOLCO WG 22 Standards Action and WG 24 Consumers Safety, which identify
consumer priority issues at an international level.

Building better standards through effective consumer stakeholder engagement
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« Build a consumer advisory panel - bring together key actors in your
country’s consumer protection landscape to share insights and identify
emerging issues to inform NSB policy and strategy.

- Encourage learning and exchange - collaborate with other NSBs to
share experiences, successes and lessons learned.

« Gather feedback - create channels for consumer stakeholders (e.g.
advisory panels, event participants, technical committee members) to
share what is working well and what could be improved.

« Acton learning and celebrate success - use feedback to refine your
approach and highlight positive examples of consumer impact internally
and externally.

Q- i

Participation in COPOLCO helps NSBs and their consumer stakeholders
prioritize work and amplify the global consumer voice through collaboration.

Principles for success:

Clearly defined and timely underlying Understand the current
strategic purpose and objectives for engaging landscape and stakeholders
vital for you to engage

Be early Be proactive

Emphasis on ongoing
engagement with

continuous feedback Beiterative
and review

S]

Be imaginative

7 Innovative, flexible
engagement making
best use of consumer
expert resources e.g.
workshops, data

Be inclusive

Inclusive and reflective of
different consumers’ needs
and preferences

Building better standards through effective consumer stakeholder engagement
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Creating the right conditions

Once the strategic direction is clear, ensure staff have the systems, tools and
support to put it into practice.

Actions to consider:

Clarify roles and responsibilities — include expectations for inclusion
and consumer engagement in job descriptions, committee terms of
reference and project templates.

Dedicate resources - allocate staff time and budget to support
consumer engagement activities, such as appointing a consumer liaison
officer or team.

Build in procedural checks - require teams to record how consumer
interests, including those of vulnerable or disadvantaged groups, were
considered in new work proposals, draft consultations and systematic
reviews.

Remove barriers - identify and address obstacles to involvement. For
example, review accessibility of digital systems and consider reduced
fees for consumer stakeholder access or participation.

Train and empower staff — ensure policy, technical and communications
teams understand the value of consumer participation, why
engagement matters, and how to support it confidently.”®

Monitor and refine - regularly review usability and accessibility of
systems and adjust based on feedback from consumer stakeholders.

10 COPOLCO training materials can support national efforts , https://www.iso.org/copolco.html

Building better standards through effective consumer stakeholder engagement
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Involving consumers throughout the process

With culture and systems in place, engage proactively with a diverse range
of national consumer stakeholders at key stages.

Where consumer voices add value:

Setting priorities - invite input when revising your national
standardization strategy, developing policy or identifying new areas
of work (e.g. surveys, workshops or forums).

Assessing impacts - require decisions, such as approval of new work,
to evaluate consumer and societal benefits and risks, not only business
impacts.

Forming committees and working groups - use stakeholder checklists
to support balanced representation; require short “impact statements”
as a prompt to consider societal outcomes.

Developing scope and content - involve consumer stakeholders early
to highlight priority issues such as accessibility, safety, privacy or
vulnerability.

Draft consultations and systematic reviews — promote consumer-
relevant standards to consumer stakeholders; provide plain language
summaries and accessible ways to comment.

Contributions to international standards - ensure national positions and
votes reflect all stakeholder views, providing clear context and consumer
relevance to inform decision-making. Include consumer representatives
on national mirror committees and encourage them to join national
delegations and international working groups.

'@' Tip!

Effective engagement gives consumers the time, information and opportunity
to shape discussions and influence outcomes, not just comment at the end.

16 Building better standards through effective consumer stakeholder engagement
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Building relationships with
consumer stakeholders

Lay the foundations

Effective engagement requires good planning and preparation. Before inviting
consumers to participate in technical work, clarify your goals, audiences and
key messages, and put in place the channels and tools to support long-term
collaboration."

Actions to consider:

Make a plan - define your objectives (for example, awareness raising,
seek strategic input or gather evidence on a particular topic) and a
timeline, setting deadlines for each stage. Determine who you want to
connect with and how you're going to do this.

Identify audiences - segment your target groups. This might include
consumer organizations, potential representatives, individuals with lived
experience, consumer protection agencies or the general public (see
Glossary).

Develop key messages — how will you explain the value of standards
for consumers and why their participation matters?

Prepare resources — produce materials and tools such as:
o A list of your most consumer-relevant standards (for your website,
meetings, training and social media).

o Short consumer focused guides or infographics (to print or
download).

o A digital search tool to help stakeholders find relevant standards.

11 Consider joining COPOLCO WG 21 Communication and Engagement, which focuses on global best practice
and develops materials that can be used.

Building better standards through effective consumer stakeholder engagement



HEBEBRT—IHRILE—ED
BEREE

HAHEE

MBHLIVE =D AN, BBGHBEEEBILETT  HBEICEMESA
DS MEKRIET SR, BAE, ®EEH, TEAvE—UFBARKEICL, REMNEGIR K
HEXZDF Y RILEY—ILEERF LTSN, M

BT RETHLIY

- FEZITS-BEWAE EFML BBROEROIE, HEDREYYIC
BTAIETUORDIERE) LM LSIUEEEL, FERBEOHRERTET S,
HEEDLSIZEELE-LDEFRELET,

e WRBZTRET S - WARIIN—TEETAVMET D, HEEFRK, BEMGR
®E ERBEEOEAN, HEEREKE BRGNS SENTT (AE
S8,

o FEIyE—CFERTE - HBEICEOTORBOMIES, TOSMALEE
BRONEEDISICHBALEFTM?

o UY—REFEETD - ROISBEHOY—ILEERLET,

o HEFZIZRLEEMOSWLREOURN(IZTH AL, £, BHE, V—Iv
IWATAT7H)

o HEBERITOEZELAAREIZA 745574097 (RIFEIEZFHoO0—
KA)

o BIREINBEEREERDTOTTILHDTOANLBEERY—IL

1M TA—SIVBRRNTSOTARITERE LT, FRAAREGEREMERLET COPOLCO WG 21 33a=4~—Tave
IVF—=DA b NDSMEREL TSN,

HBERT ORI —EOYRMBI T —O AU MI&DEY RVDRIEDHEE 17



- Create communication platforms - establish spaces for consumer
stakeholder information. For example:
o A dedicated “consumer” section on your website that hosts key
information and useful resources.
o Social media accounts or content streams aimed at consumer
audiences.

» Provide clear contact points — set up dedicated phone or email
routes for consumer enquiries.

 Inclusive design — make communication channels and resources as
accessible and user-friendly as possible.

@ Tip!

Being focused and prepared helps your NSB engage confidently
and effectively.

18
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Communicate and raise awareness

Once systems are in place, use them to raise visibility and build credibility
with consumer audiences.

Things to consider:

- Tailor messages - focus on issues that matter to consumers, such as
safety, affordability, access and sustainability. Use simple language and
avoid jargon.

» Show value and impact - link with current affairs and share real-world
examples where standards have improved outcomes, highlighting where
consumer stakeholders added value.

- Use multiple channels - combine online and offline methods for greater
reach:

o Website for key information and resources.

o Social media and newsletters for ongoing updates (e.g. standards in
development, out for consultation or newly published).

o Events, conferences or workshops to promote participation, share
insight and invite feedback.”?

« Coordinate and amplify - connect with consumer organizations,
nationally and internationally, to align on shared topics of interest and
expand your audience (e.g. collaborative campaigns and events).

« Plan media opportunities — use global and national awareness days -
such as World Standards Day, World Consumer Rights Day and national
safety weeks - to highlight standards solutions.

o U

Qe

Effective communication is regular, targeted and relevant.

12 NSBs are welcome to use and adapt training materials from the ISO COPOLCO 2025 workshop: Consumer
Voices: shaping standards for a safer, fairer society, ISO/COPOLCO - Committee on consumer policy

Building better standards through effective consumer stakeholder engagement
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Build and maintain relationships

As awareness grows, focus on developing two-way relationships with key
consumer stakeholders and maintain engagement over time.

Things to consider:

Map stakeholders - identify relevant consumer organizations, noting
areas of focus and preferred level of engagement (see Glossary for
types.)

Create a contact database - keep records of organizations and
experts within your “network”, including contact details and previous
interactions.

Offer flexible ways to engage - not all consumer groups have the
resources to join technical work, but can add value by:

o Joining a consumer advisory or strategy group.

o Participating in topical roundtables and events (e.g. Al, circular
economy).

o Sharing research or evidence about consumer risks and
experiences.

o Responding to surveys, consultations and calls for evidence.

Provide regular updates - share targeted information with your network
using newsletters, social media or emails to highlight new standards,
consultations or collaboration opportunities.

Create dialogue - maintain interaction through consumer networks,
panels, workshops and events.

Acknowledge contributions - explain how input has influenced
outcomes and recognise efforts and successes publicly.

Dedicated support staff — designate a clear NSB contact or team
responsible for nurturing consumer stakeholder relationships, managing
communications and identifying new opportunities.

20 Building better standards through effective consumer stakeholder engagement
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Y L 4
'@' Tips!
One-off conversations or events can spark off interest and demonstrate

value, building the foundations for longer-term involvement.

Keep your consumer network informed and engaged without creating
an information overload.

See page 14 for our infographic on how to engage effectively with
consumer stakeholders, with things to think about at each stage of
the cycle.

e A | ——
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How to facilitate consumer
participation
in technical work

Step 1: Assess need

Use a consistent process at the start of new work to assess where
consumer input is needed.

Questions to guide assessment:

Are consumers the end users of the product or service?

Is there a high risk of consumer harm if good practice is not
followed?

Does the work affect basic consumer needs and rights (e.qg.
energy, water, health)?'

Is this a government priority area?

Does existing regulation adequately protect consumers or is this
an emerging area with few safeguards?

Will consumers benefit from standards in this area, and if so,

how?

Step 2: Identify experts

Seek out people or organizations who may have insights into
consumer needs and experiences of this product, service or sector.
Think about:

Who is most likely to be affected?
Which vulnerable or disadvantaged groups may be impacted?

Of those affected, are there any gaps in representation (e.g.
age, gender, disability)?

13 UN Guidelines for Consumer Protection and UN Sustainable Development Goals, ibid footnotes 5 and 6.
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« Which organizations can speak on behalf of these groups
and hold relevant evidence (research, complaints data or
casework)?

If you have a consumer stakeholder liaison officer or team, they
may be able to put you in touch with suitable organizations.
Otherwise, see the Glossary for potential sources.

'@' Tip!

Independent research, such as surveys, focus groups or user testing,
can support formal consumer representation on standards. Greater
understanding of lived experience can help improve accessibility and
inclusion.

@O Step 3: Encourage involvement

Encourage consumer stakeholders to take part by explaining what
is involved, supporting efficient use of their time and building
confidence.

Explain benefits and expectations
« Outline project goals, why the work matters to consumers and
how their contribution adds value.

« Share examples where consumer input has improved standards
or reduced harm.

« Be clear about time commitments and offer flexible options for
participation, where possible.

Provide information and support

« Offer training in standards, rules and processes.

« Reassure participants that consumer expertise is valued, and
lack of technical knowledge is not a barrier; ensure committee
leaders reinforce this.

« Provide a clear NSB contact to answer queries.

« Share relevant resources at the right time (e.g. My ISO Job,
COPOLCO materials and e-learning tools).

Building better standards through effective consumer stakeholder engagement
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Explore funding support for travel and participation, through NSB
budgets, government assistance or ISO grants for developing
countries.

Adapt to resource challenges

Use roundtables, workshops or calls for evidence at the start
of a project to gather insights from key stakeholders about
priorities and risks.

Provide plain-language summaries of technical documents to
help consumer experts focus their input.

Offer lighter participation models, such as observer status or
shared representation (e.g. several people from one organization
collaborating on comments).

Group similar issues on agendas to make contributions more
targeted and manageable.

Offer mentoring and support for new consumer representatives,
connecting them with experienced representatives or technical
experts.

Step 4: Support participation

Create an inclusive environment so that consumer representatives

feel welcome, respected and heard.

Things you can do:

Invite consumer input at key stages

Give advance notice of key consultations and project
milestones.

Request targeted feedback on consumer-relevant drafts,
especially if direct representation is limited.

Gather post-meeting feedback on whether consumers felt
supported and influential.

14 Explore ISO capacity building projects and initiatives, https://capacity.iso.org/home/projects.html
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Promote inclusive culture and processes

Train chairs and committee members about the importance
of diversity, inclusion and balanced stakeholder participation,
highlighting relevant guidance.”

Facilitate introductions between consumer representatives and
their committees, making sure everyone is aware of roles and
expectations.

Make meetings accessible to the greatest number of people

- for example, hybrid meetings, accessible digital tools - to
encourage representation of vulnerable or disadvantaged
groups

Encourage effective chairing and adherence to process, so all
voices are heard, recognizing that stakeholder voices are equal.

Q- i

Inclusivity is not only who is in the room, it is ensuring everyone has equitable
opportunities to contribute.

15 For example, ISO COPOLCO guides for standards developers, https://www.iso.org/committee/55000/x/
catalogue/p/1/u/0/w/0/d/0
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Transforming principles into
practice

Every NSB is different. Their priorities, capacity and national context vary, but
all can take practical steps over time to increase consumer engagement and
embed consumer interests more deeply throughout their work.

The self-assessment checklist provided in Annex 1 will help you identify
strengths, gaps and opportunities for improvement. Use it to decide where to
begin and how to build on progress already made.

As you plan next steps, consider how your NSB can:

« Create the right conditions — ensure leadership, systems and resources
support inclusive participation and accountability.

« Remove barriers - address common consumer challenges (access,
awareness, relevance, resources, rules and influence) so all voices can
be heard.

« Start small, think long-term - begin with a few visible, achievable
actions, then build momentum over time.

« Measure and celebrate progress - track improvements, share success
stories and use feedback to refine your approach.

« Collaborate and learn — work with ISO bodies and other NSBs to
exchange good practice and strengthen global consumer voices in
standards.

By doing so, your NSB helps ensure that standards are not only technically
sound, but also socially relevant, thereby protecting consumers, serving the
public interest and delivering real benefits for society.

Building better standards through effective consumer stakeholder engagement
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Annex 1: NSB
implementation checklist

Use this checklist to review your current practice. For each question tick the
option that best reflects your NSB's position. Identify areas that are already
strong, work in progress and measures you'd like to explore in the future.

In progress/ | To explore/

partly develop further
in place

1. Leadership and strategy

Do senior leaders and the board show visible
commitment to consumer participation
in standards?

Is the consumer perspective embedded in
strategic decision-making (e.g. through a board
seat or equivalent mechanism)?

Do we have a national consumer advisory
panel or forum to share insights and identify
emerging issues?

Have we set goals and assigned responsibilities
for consumer engagement throughout the NSB?

Do we prioritize standards work with the
greatest relevance and impact for consumers?

Do we collaborate with ISO bodies and other
NSBs to share things we've learned, training and
good practice?

Do we gather feedback from consumer
stakeholders and use it to identify
improvements or success stories?

2. Systems and resources

Are expectations for inclusion and consumer
engagement reflected in job descriptions,
committee terms of reference and

project templates?
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In progress/ | To explore/

partly develop further
in place

Have we allocated sufficient staff time,
budget and expertise to coordinate
consumer engagement?

Is there a clear, accessible contact point or
liaison officer/team for consumer stakeholders?

Are digital tools and participation systems
accessible and easy to use for all stakeholders?

Have staff (including committee managers and
chairs) been trained to understand and support
consumer participation?

Do we provide practical support, such as
reduced fees or complementary access to key
standards for consumer organizations?

3. Relationships and outreach

Do we have a clear engagement plan that
defines who we want to reach, why and how?

Have we mapped key consumer organizations
and experts to identify partners and networks?

Do we tailor messages to consumer audiences,
using simple language and real-world examples
of standards in action?

Do we maintain an up-to-date contact database
of consumer stakeholders and their expertise?

Are we using multiple channels (website,
newsletters, social media and events) to raise
awareness and share information?

Do we collaborate with consumer protection
agencies and NGOs to align messages and
amplify reach?

Do we provide regular feedback and updates to
maintain stakeholder interest and trust?
4. Technical participation

Do we have a clear process, at the start of
each new project, to assess whether consumer
representation or input is needed?
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In progress/ | To explore/

partly develop further
in place

Are consumers represented on relevant
national mirror committees, working groups
and delegations?

Do we provide training, mentoring and
resources to help consumer representatives
participate effectively?

Do we request targeted feedback
from consumer stakeholders on drafts
or consultations?

Are committee chairs and convenors trained to
ensure inclusive and balanced participation?

Do we track and share examples where
consumer engagement has strengthened or
improved standards outcomes?
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Annex 2: Key organizations
and useful resources

ISO

ISO, the International Organization for Standardization, is an independent,
non-governmental, international standard development organization
composed of representatives from the national standards organizations of
member countries.

To find out more visit: www.iso.org

Useful resources:

« ISO Guide, “The critical role of consumer voices in shaping standards
for emerging technologies”, 2025, details guidance for NSBs on the
importance of consumer participation in this specific sector.

« IS0 Guide, “ISO publication on Good Standardization Practices”, 2019.

« ISO Guide, “Guidance for ISO national standards bodies — engaging
stakeholders and building consensus”, 2019.
« ISO eLearning on effective stakeholder engagement for National

Standards Bodies: Stakeholder Engagement eLearning Course | ISO
Digital Learning Platform

30
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COPOLCO

ISO’'s committee on consumer policy (COPOLCO) exists to promote and
facilitate consumer input into ISO’s policy and technical work, and to help
consumers around the world benefit from standardization.

To find out more about COPOLCO membership, working groups, training
and events visit: www.iso.org/copolco or read: Getting Started: About ISO
COPOLCO.

Useful resources:

« COPOLCO 2025 workshop: “Consumer Voices: shaping standards for
a safer, fairer society” training materials available at: ISO/COPOLCO -
Committee on consumer policy

DEVCO

ISO’'s committee on developing country matters (DEVCO) provides guidance,
training and technical assistance to support these countries. It helps NSBs get
the most out of international standards, enabling them to participate in global

trade and achieve sustainable development.

WWW.iso.org/devco

Useful resources:

« Find out more about ISO’s Capacity Building initiatives, including
the ISO Twinning programme.

« Technical assistance is delivered under the ISO Action Plan for developing

countries.

Building better standards through effective consumer stakeholder engagement
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Consumers International (Cl)

The membership organization for consumer groups around the world.
Bringing together over 200 organizations in more than 100 countries to
empower and champion the rights of consumers everywhere.

www.consumersinternational.org.

Search for Cl members in your country:
www.consumersinternational.org/members.
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About ISO

ISO (International Organization for Standardization)
is an independent, non-governmental international
organization with a membership of 175* national
standards bodies. Through its members, it brings
together experts to share knowledge and develop
voluntary, consensus-based, market-relevant
International Standards that support innovation
and provide solutions to global challenges.

ISO has published more than 26 000* International
Standards and related documents covering almost
every industry, from technology to food safety,

to agriculture and healthcare.

For more information, please visit www.iso.org.

*QOctober 2025

ISO website: www.iso.org
( \ ISO newsroom: www.iso.org/news

R ISO videos: www.iso.org/youtube

Follow @isostandards on social media
in X f
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