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1.
Decision
Recommendation 1

 That GSC–9 adopt the Charter for Consumer Involvement. 

Recommendation 2 

That GSC-9 agree to implement the Charter of Consumer Involvement and further develop a framework for effective consumer participation in standards setting. 

Recommendation 3 

That GSC-9 agrees to develop the tools proposed in this paper to build a framework for consumer participation.

2.
References
“Consumer Input to International Telecommunications Standardisation”  CTN paper presented at GSC-6 in Sapporo Japan in 2000

“Consumer Input to International Telecommunications Standardisation: Discussion Paper” CTN paper presented at GSC-7 in Sydney Australia 2001

“Consumer Interests in Global Standards” CTN paper presented at GSC-8 in Ottawa Canada 2003

3.
Introduction

Currently there is a proposal for the GSC-9 to adopt a Charter of Consumer Involvement which the Consumers’ Telecommunications Network (CTN) has developed in consultation with Participating Standards Organisations (PSOs) and end-users from around the world. There is still much that can be done to expand the level of consultation with consumers in standards setting forums. This paper will consider how the Charter of Consumer Involvement, if adopted can be implemented.

In Australia funding has been made available by the Australian Communications Authority for the Consumers’ Telecommunications Network (CTN) to contribute to discussions about improving consumer input to standards setting. To support this work the Chairperson of CTN has attended the past three GSC meetings as a representative of end-users. This year the CTN Chairperson will be attending together with the CTN Executive Officer.

In addition  to CTN’s work at GSC we  have also been contributing to the proposal for the development of an ITU-T Study Groups Guide – “Considering End-User Needs in Recommendations”. The proposed Study Group’s Guide will give ITU-T Study Groups information and ideas on how end-users’ needs could be taken into account in standards-making and is intended to be used by Study Groups (SGs) in the process of developing ITU-T Recommendations. It is important that taking the needs of end-users into account should not adversely affect the work of the SGs, but rather should enhance their outputs.  However, it is essential that it is a process that is intrinsically vested in each stage of the process.
Upon completion of the guide CTN will develop a checklist to assist in establishing what areas are critical for consumer representation and what other mechanisms apart from face to face meetings could be used to increase participation in standards setting. It should be noted that this checklist would be complementary to face to face consultation and would not ever replace it entirely.

As a result of CTN’s work in international standards there has been a growing awareness amongst consumer groups in Australia of the role they can play developing and contributing to standards setting. CTN is well placed for this role as it is a coalition of almost 120 peak national and regional consumer and community organisations representing a direct membership of over one million people.

In addition, since the first representation at GSC 6 in Sapporo, Japan in 2000, CTN has been increasing its network of end-user groups in countries other than Australia. Without exception all these groups are supportive of our work in this area. Our immediate plan is to build on the work contributed to date using the Charter of Consumer Involvement as a tool to engage with consumer groups.

4.
About the Charter of Consumer Involvement

The Charter of Consumer Involvement sets out common values, principles and commitments that will shape future Consumer involvement as they work with standards organisations for mutual benefit on standards development. The Charter should be viewed  as a tool for deepening the dialogue between the Participating Standards Organisations (PSOs) and end-users at the various stages of the standards development process. This will ultimately achieve better standards for all stake-holders.

CTN presented a paper at the last GSC-8 in Ottawa, Canada in 2003 titled “Consumer Interests in Global Standards”. The paper further developed the User Interests in Standardisation Resolution from GSC-7, held in Australia in 2001. The CTN GSC 8 paper was particularly focussed on building the processes of engagement between consumer organisations, industry and government bodies in their development of technical standards. 

The paper highlighted that the adoption of a workable process for consumer involvement in standards setting would be mutually beneficial for all stake-holders. We believe that the development of a Charter of Consumer Involvement is an excellent way to form the foundations of a system with checks and balances, and one which will ultimately avoid costly subsequent interventions.

5.
Principles  Underpinning the Charter

It is important to understand the principles underpinning the Charter of Consumer Involvement before discussing its implementation. These principles provide the framework for consumer involvement in standards making processes and understanding them will assist in developing effective structures on a national and international level.

PRINCIPLES:

5.1
Valuing End-User Contributions

A healthy and active consumer participation model plays an important role in helping standards organisations identify useability and compatibility issues.  Consumers bring a specific and representative perspective and considerable value to standards development processes because of their particular expertise and their connection to general end-users.

5.2
Mutual Respect

The views and prior experience of consumer representatives need to be acknowledged. To achieve this it is essential that all participants respect the legitimacy of  their input.

5.3
Inclusiveness

Increasingly, the standards development processes must take account of the specific needs, interests and experience of the different sectors of the general community. This would include for example groups representing persons with disabilities, the frail aged or rural and remote communities etc. Representatives from as many relevant groups as possible should be consulted in the development of standards.

5.4
Accessibility 

Standards development processes should be easily accessible to representatives of end-users. The provision of information in a range of formats will assist access to processes by all interested stake-holders. (i.e. videoconferencing, a range of languages, large print fonts etc)

5.5
Clarity of Understanding

It is important that all parties to the standards making process have a clear understanding of the process itself, the purpose and objectives of participation. This should be agreed to in advance and clearly communicated to all participants.

5.6
Transparency & Accountability
Processes should be established that are easily understood and clearly accountable to all stake-holders.

5.7
Responsibility

All stake-holders need to take responsibility for the ultimate success of the process that has been put in place. This must be done recognising that adequate resources and time at every level are required if an effective process is to be achieved. 

5.8
Evaluation

If the process is to be responsive and interactive there is a need for it to be regularly reviewed. A major evaluation should occur after a period of five years.

6.
Implementation of the Charter  

The intention of the Charter is to form the foundation for a framework for consumer involvement in the standardisation process at both international and national levels. The implementation of the Charter is intended to encourage good practices at each stages of the process. The Charter needs to move from merely being a document to becoming an essential tool go be used by end-users and standards makers to maximise the potential for consumer involvement.

It is also very important to recognise that the Charter will only remain relevant and current through common usage and application. The Charter should be viewed as a tool that will evolve over time and as understanding grows of  the role and benefit of consumer involvement in standards making.

Finally, it is acknowledged that there is an on-going need to look continuously for new ways to enrich the standards development process to reflect new and better practices. 

7.
Why end-user involvement ?

CTN believes that PSOs will only achieve a sufficient and effective level of consumer involvement in the standards setting environment if a mutually acceptable process is in place. 

We believe that end-users participating in the standards setting processes can ensure that the standards being developed take into account and adequately address issues of potential concern to consumers. These may include health, safety, performance, quality, reliability, environmental protection, ease-of-use, backwards compatibility and interoperability. 

The end-user contribution to standards setting improves the likelihood of the successful marketability of a product, there by raising public confidence in the standards setting process. It utilises the invaluable ability of consumer representatives to look at a product from the viewpoint of the end-user.

In summary end-users can contribute in many ways. These include:

· by ensuring processes are open and transparent which will lead to greater fairness and effectiveness in standards setting.

· by giving examples of how products and services are actually used (or misused) in practice;  This in turn will assist with the development of user manuals and customer information
· by checking that the performance requirements and test methods reflect the way products and services are actually used.
· by providing data on safety aspects and ensuring that safety is properly addressed

· by contributing expertise about consumer needs, useability, privacy, security and consumer protection

· by broadening potential markets for products and services and increasing global trade through ensuring standards are taken into consideration flexibility, interoperability and backwards compatibility.

· by assisting with to keep design costs down

· by contributing to the general application of Design for All principles to standards

· by being involved in product testing as well as feasibility and pilot studies. 

8.
Why the charter ?
The Charter for Consumer Involvement, implemented on a national and international level will provide some of the following benefits and outcomes:
8.1
Issue Identification

Consumers are able to play a valuable role in the identification of emerging end-user concerns, particularly on a local and national level.  End-user groups have strong networks within organizations and communities which raises their early awareness of trends and emerging issues. 

In addition through their own activities, end-user groups are able to draw public attention to emerging issues. 

8.2
Standards Development and Design

End-users are able to contribute ideas, knowledge, expertise and experience to each step of the standards development and design, including research, analysis, drafting and testing models, and developing design options. This starts at a national level and should then expand to international forums.

8.3
Implementation

Consumers are able to  propose appropriate standards implementation approaches and mechanisms that reflect and enhance the objectives and goals for the particular standard and the standards making body.  

8.4
Monitoring

Consumers are ideally placed to effectively monitor the relevance and responsiveness of standards.

8.5
Impact Assessment

Based on the experience, expertise and knowledge gained from working with the community,  end-user groups can play a valuable role in assessing the impact of  standards at both the national and local levels, and in making recommendations for change. 
CTN therefore strongly believes that the Charter needs to be adopted by all PSOs as the foundation of a framework for a process of consumer involvement in standards setting. The next step will be developing the rest of this framework using  tools such as a consumer needs checklist, a system of resourcing consumer consultative processes, volunteer training and a broadening of the scope of the information provided to consumer representatives.

9.
The Next Step Beyond the Charter

CTN believes that the step in building a framework for effective consumer participation in standards setting is the development of complementary tools such as:

· the drafting of a consumer needs checklist

· the identification and allocation of resources and time to support end-user involvement

· the development of process to ensure appropriate and significant representation from across the community sector 

· and the development of training packages for consumer representatives 

· further development of consumer participation on an international level expanding end-user involvement wider than the GSC.

APPENDIX 
The Consumers’ Telecommunications Network (CTN) and their involvement in International Standards Setting

​​​​​​​​_________________________________________________________  

The Consumers’ Telecommunications Network (CTN)  is an independent non-profit community-based national organisation based in Australia. It is dedicated to representing the interests of residential consumers of telecommunications in Australia. It is funded by a grant from the Australian Department of Communications, Information Technology and the Arts. It also receives project based funding from the Australian Communications Authority (ACA).

CTN has considerable experience representing consumer interests in all aspects of telecommunications including consumer contribution to the development of technical standards. In the deregulated environment, CTN has been at the forefront of consumer participation in voluntary standards work, including the Australian Communications Industry Forum Customer Equipment and Cabling Reference Panel, technical standards for disability needs, and network and operational codes development.

CTN has made a significant contribution to the development of legislation and policy in telecommunications as Australia transitions from a public monopoly to a deregulated competitive environment. CTN is a member of a number of significant forums and bodies concerned with policy and administration of the telecommunications industry, including:

· Australian Communications Industry Forum (ACIF): Extensive participation in reference panels and working groups. CTN has initiated work by the Customer Equipment Reference Panel and working groups to develop guidelines and standards for accessible customer premises equipment for people with disabilities. CTN has also been quite involved with the ACIF Next Generations Networks Framework Options Group in particular facilitating a group looking at Emergency Services, Privacy ad Security.

· Australian Communications Authority Consumer Consultative Forum: A wide range or work including the phaseout of the analogue-AMPS mobile telephone service, the Numbering Advisory Committee and associated number portability working groups, the Numbering Public Education Campaign, and public consultation on emergency services..

As the pre-eminent resource for the support of consumer volunteers’ contribution to telecommunications in Australia, we are familiar with the lived experience of structural and cultural impediments to consumer participation in technical standards.

Name of contact:  Pam Marsh                                Tel: +61 2 9572 6007
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