
Celebrating 70 years of 
consumer participation 
in British Standards



In 1951, the Women’s Advisory Committee was 
established to advise British Standards committees 
on issues affecting the domestic consumer.

Over the following 70 years, consumer participation 
in British Standards evolved and strengthened.

In 2021, consumer stakeholders play an essential 
role in BSI, the UK’s National Standards Body. Close 
collaboration between the BSI Consumer Forum 
and the Consumer and Public Interest Network 
(CPIN) ensures that standards address key 
consumer issues and minimize the risk of harm.

Speaking up for consumers in  
British Standards since 1951

The 1950 Cunliffe report, commissioned  
by then President of the Board of Trade, 
Harold Wilson, stated “BSI has already  
issued standards for some consumer  
goods and is likely to do so still more 
in the future. The representation of the 
domestic user is therefore a matter which 
demands serious attention”.

Why CPIN  
was founded

Founding members, 1951

•  Association of Teachers of Domestic  
Subjects

•  British Federation of Business and 
Professional Women

• Co-operative Women’s Guild

• Electrical Association of Women

• Federation of Soroptimist Clubs

• Good Housekeeping Institute

• Housing Centre – Women’s Committee

• National Baby Welfare Council

• National Council of Women

•  National Federation of Business and 
Professional Women’s Clubs

•  National Federation of Women’s Institutes

•  National Union of Townswomen’s Guilds

• Royal British Legion Women’s Section

• Scottish Women’s Rural Institutes

•  Women’s Advisory Council on Solid Fuel

• Women’s Gas Federation

• Women’s Group on Public Welfare

• Women’s Voluntary Service 

Scott Steedman CBE 
BSI Director-General, Standards

A Message from the BSI  
Director-General

BSI sees the representation of all national 
interests in standards development as a critical 
part of its role as national standards body for the 
United Kingdom.  

BSI is proud to be celebrating the 70th 
anniversary of the engagement of consumer 
organisations in British Standards. From a 
ground-breaking ‘Women’s advisory committee’ 
in 1951 to a strong and vibrant consumer voice in 
2021, BSI has led the way in putting consumers 
at the heart of standards.

Today, the explosion in the adoption of digital, 
surge in e-commerce and focus on healthy 
lifestyles and responsible business behaviour 
means that the insights and advice that the 
BSI Consumer Forum offers BSI on consumer 
issues and in energising and building consumer 
participation engagement will be more important 
than ever.

The Consumer and Public Interest Network 
provides the independent voice of the UK 
consumer in the development of British 
Standards, which play such a vital role delivering 
consumer protection to consumers both here, 
and around the world.

Consumers are an essential part of BSI’s 
standards community. Our commitment to them 
through 70 years reflects the importance of the 
consumer in building better British Standards, 
now and in the future.”

BSI enables people and 
organizations to perform 
better by sharing knowledge, 
innovation and best practice to 
make excellence a habit – all 
over the world, every day.
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https://www.bsigroup.com/en-GB/about-bsi/uk-national-standards-body/what-is-the-national-standards-body/consumers-and-standards/Consumer-Forum/
https://www.bsigroup.com/en-GB/about-bsi/uk-national-standards-body/what-is-the-national-standards-body/consumers-and-standards/CPIN/


The value of consumer 
participation in standards

To maximize positive outcomes for 
consumers, it is vital that the people who 
buy, use and are impacted by goods and 
services are at the heart of standards 
development. 

Consumer representatives bring unique and 
valuable insight to the table: 

•  Describing the wide range of consumer needs  
and abilities 

•  Explaining how consumers use goods and 
services in real life

• Highlighting risks often missed by businesses

• Providing evidence of harm

• Suggesting practical solutions. 

Many consumer stakeholder organizations lack 
the resources to participate in standards directly. 
That’s why it is important to have CPIN, which 
has a specific role to speak up for consumers in 
British Standards. 

Effective consumer representation 
benefits everyone 
Standards developed with consumers at their 
heart benefit:

•  Consumers: by making goods and services 
safer, fairer, easier to use and more sustainable 

•  Businesses: by helping them to meet consumer 
needs, improve quality, increase efficiency, 
minimize complaints and reduce costs 

•  Governments, regulators and enforcement  
agencies: by providing details of good 
practice, to inform their work in  
consumer protection.

Key standards CPIN’s worked on
CPIN representatives have helped to improve 
outcomes for consumers through their active 
participation in hundreds of British, European 
and international standards. For example:

•  Customer Service (BS 8477:2014) – to help 
companies to deliver a consistently high level 
of service

•  E-commerce (ISO 10008:2013, under revision) –  
to help businesses deliver effective and 
efficient B2C e-commerce systems, to increase 
consumer satisfaction and confidence

•  Inclusive Service (BS 18477:2010) – to help 
organizations provide a fair and flexible  
service that supports consumers in  
vulnerable situations 

•  Online Reviews (ISO 20488:2018) – to improve 
collection and moderation of reviews, tackle 
fake reviews and build consumer trust

•  Social Responsibility (ISO 26000:2010) – 
to help organizations minimize negative 
impacts on local communities and the global 
environment.

5
 CPIN 70th Anniversary



CPIN is an independent organization that exists to empower 
and protect consumers through effective consumer 
representation in British Standards. CPIN operates with 
financial support from BSI and government.

CPIN is made up of around 60 trained volunteers, who 
are experts in consumer issues and participate in the 
development of standards to:

• Highlight key consumer issues

•  Make sure that real problems are addressed

• Minimize the risk of consumer harm

•  Make a positive difference to consumers’ lives

CPIN believes that all consumers have a right to safe 
and accessible goods and services, clear information, fair 
treatment, effective systems of redress and a healthy 
environment. CPIN members use eight consumer principles 
as the foundation of their work. These are based on the 
legitimate needs defined in the United Nations Consumer 
Protection Guidelines, and adapted to suit the context of 
standards development. 

A message from the 
CPIN Chair

CPIN in 2021

Consumer participation in British Standards has changed 
considerably since 1951, although our purpose remains  
the same – for standards to address consumer  
needs and minimize harm.

CPIN has evolved continually to respond to  
emerging trends and new consumer challenges.  
By operating more strategically, expanding our  
membership and broadening our expertise we  
have built our reputation as a strong, credible and  
independent consumer voice in British Standards. 

None of this would be possible without CPIN’s expert 
volunteers, who are passionate about our cause to  
make consumers’ lives safer, fairer and better. Thank  
you to everyone who has contributed to CPIN over the  
last 70 years. We will continue to seek new ways to  
empower and protect consumers through standards.”

Julie Hunter, CPIN Chair

CPIN Mission
To empower and protect consumers 
through effective consumer representation 
in British Standards.

CPIN Vision
A safer, fairer and better world where 
standards help organizations to improve 
outcomes for consumers and minimise the 
risk of harm.
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CPIN’s five priority areas

BSI publishes around 2,500 standards each year 
and it would be impossible for CPIN to get involved 
in every single one. 

To help us make the most effective use of our 
resources, and maximise our positive impact on 
consumers’ lives, we focus our work in five  
priority areas.

Consumer vulnerability 
Ensuring that goods and 
services are fair and inclusive 
and that organizations 
provide the right support 
for those in vulnerable 
situations. Fine out more in 
CPIN’s Consumer Vulnerability 
leaflet.

Services 
Ensuring that consumers  
can access safe, fair,  
quality services both online 
and offline. Find out more  
in CPIN’s Services leaflet.

Consumer safety 
Protecting consumers’ health 
and safety when using goods 
and services, by helping 
organizations to minimize 
risks. Find out more in  
CPIN’s Consumer Safety  
leaflet.

Digital 
Making sure that 
organizations keep personal 
data safe and secure and 
consumers are able to make 
informed choices about 
digital products and services. 
Find out more in CPIN’s 
Digital leaflet.

Sustainability 
Helping organizations follow sustainable business practices and 
helping consumers to make green choices. Find out more in CPIN’s 
Sustainability leaflet.
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In 2021 CPIN collaborated with the BSI Education  
team to create a series of podcasts explaining  
consumer challenges and standards solutions in  
each of CPIN’s five priority areas.

Listen to the series here: 

BSI Education Podcast   |   Consumer and Standards Series

https://www.bsigroup.com/globalassets/documents/about-bsi/nsb/cpin/bsi-cpin-consumer-safety.pdf
https://www.bsigroup.com/globalassets/documents/s19052_bsi_cpin-vulnerability-brochure_web.pdf
https://www.bsigroup.com/globalassets/documents/s19038_bsi_cpin-brochure---digital_web.pdf
https://www.bsigroup.com/globalassets/documents/about-bsi/nsb/cpin/cpin-services-brochure.pdf
https://www.bsigroup.com/globalassets/localfiles/en-gb/about-bsi/nsb/consumer/digital_bsi_cpin_sustainability_brochure1.pdf
https://player.captivate.fm/collection/ed9e5a9d-9cbe-48ed-9bdb-df3b61c8bfe3
https://player.captivate.fm/collection/ed9e5a9d-9cbe-48ed-9bdb-df3b61c8bfe3


CPIN’s International Partners

International collaboration is vitally important. 
95% of standards published by BSI each year  
are European or international in scope, reflecting 
the global nature of consumer markets and 
supply chains. 

International standards help to tackle cross-
border issues and deliver consistent consumer 
protection. CPIN representatives actively 
participate in their development to ensure that 
they meet the needs of, and provide benefits 
for, UK consumers. CPIN also collaborates 
with ANEC, Consumers International, and ISO 
COPOLCO to share insight, develop policy and 
identify common goals. 

ANEC
ANEC is the European consumer voice in 
standardization. ANEC represents the European 
consumer interest in the creation of technical 
standards, especially those developed to support 
the implementation of European laws and  
public policies.

CPIN consumer experts play a key role in 
ANEC’s governance and working groups. The BSI 
Consumer Forum Council acts as the UK mirror 
committee to ANEC with the UK member of the 
ANEC General Assembly sitting on the council.

Consumers International
Consumers International (CI) is the membership 
organization for consumer groups around the 
world. Working towards a world where everyone 
has access to safe and sustainable products 
and services, Consumers International brings 
together over 200 member organizations in 
more than 100 countries to empower and 
champion the rights of consumers everywhere. 
CPIN is a supporting member of Consumers 
International, which helps to demonstrate  
CPIN’s credibility as an independent  
consumer organization.

ISO COPOLCO
The Committee on Consumer Policy 
(COPLCO) is the advisory body within 
the International Organization for 
Standardization (ISO) that promotes 
consumer participation in standards 
development, helps consumers benefit 
from standardization and proposes new 
standards and policy initiatives from the 
consumer perspective to ISO. 

BSI Consumer Policy and CPIN work 
together to represent UK consumers 
at an international level. Since ISO 
COPOLCO’s formation in 1978, CPIN has 
played an important role – collaborating 
with other national consumer groups, 
proposing new standards and actively 
participating in its governance and 
working groups.

In 2011, BSI hosted ISO COPOLCO 
members in London, to mark CPIN’s 
60th Anniversary.

To date, three ISO COPOLCO Chairs and 
one Vice-Chair have been from the UK:

• Gill Ashworth (1984–1987) 

• Maurice Healy, (1996–1998)

• Caroline Warne, OBE (2002–2005)

• Sadie Dainton, Vice Chair (2019–2021) 
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Standards of the 1950s

•  Plugs and standards  
for work top heights

•  Clothing, vest lengths & 
replaceable knicker elastic

•  Accurate thermometer 
labelling

Standards of the 1960s

• Seat belts

• Domestic appliances

•  Cots, mattresses &  
baby walkers

• Safe surface temperatures

Late 60s, early 70s

A wave of consumer legislation is published in the UK, 
including Unfair Contract Terms, Trade Descriptions, 
Supply of Goods Acts. Geoffrey Howe is appointed as 
first Minister for Consumer Affairs.

Standards of the 1970s

• Non-stick cookware

• Playground equipment

• Caravan safety

•  Energy efficiency of flame 
effect gas fires

1950s thermometer

Playground equipment 1970s

      1960s seat belt

Our Consumer Journey

1957
Launch of Which? initially as Consumers’ 

Association, with a friendly working relationship 

with BSI. Former Editor of Which? Maurice 

Healy, was later Chair of the Consumer Policy 

Committee and Chair of COPOLCO (1996-98).

The first meeting of the Women’s 

Advisory Committee (WAC) is welcomed 

by BSI’s then director H. Binney. It’s 

founder-organizations collectively 

represented three million women.

1951

The National Federation of 

Consumer Groups (NfCG) is 

established to bring together 

local consumer groups.

1963
The Molony committee produces an interim 

report calling for legislation resulting in the 

Consumer Protection Bill, which became the 

Consumer Protection Act.

1961

1960 1962 1964
The International Organisation of Consumer 

Unions (IOCU) is founded at the Kurhaus 

Hotel, The Hague. This became Consumers 

International in 1995.

John F. Kennedy first outlines 

vision of consumer rights to 

Congress on 15th March, which 

go on to form foundation of 

consumer movement.

Foundation of the Consumer Council 

with Dame Elizabeth Ackroyd as 

Director. The WAC Chairman was 

appointed as member and Council 

nominated reports to BSI Technical 

Committees. 

The Buyer’s guide was issued 

for the first time, listing all 

Kitemark licences.

1964
New National Consumer Council 

established by government to give a 

voice to UK consumers

1975
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Standards of the 1980s

• Children’s equipment

• Helmets for children

• BMX bikes

• Curly cords for kettles

Standards of the 1990s

• Safety of children’s clothing

• Data security

•  Electrical appliances used by 
children

•  Carbon dioxide gas detectors

• Glass in furniture

• Complaints handling

Standards of the 2010s

• Inclusive service provision 

• Social responsibility

• E-commerce

• Ethical claims

Standards  
of the 2000s

•  Building fire safety 
in the design, 
construction and use 
of buildings

•  Making electrical 
appliances 
accessible for all

• Web accessibility

•  Water safety signs 

Consum
er Policy Unit 2002

2000s constr

uc
tio

n

19
8

0
s toy

1983
The first World Consumer 

Rights Day, now celebrated 

annually on March 15th. 

1978 – ISO Committee 

 on Consumer Policy  

(COPOLCO) established.

1978

United Nations Guidelines 

for Consumer Protection 

updated to include 

e-commerce and inclusivity. 

2015
ANEC established to 

represent European 

consumers in standards.

1995

1985 2010 2018
United Nations Guidelines for 

Consumer Protection published, 

following successful campaign by 

Consumers International.

ISO 26000, Guidance on 

social responsibility published, 

initiated in a ISO COPOLCO 

workshop in 2002.

CPIN is restructured into two separate 

elements; BSI Consumer Forum and 

CPIN, an independent voice.

First BSI Consumer  

Forum Conference.

2019

Second Consumer Forum Conference 

takes place virtually, reaching new 

audiences and highlighting consumer 

impacts of Covid.

2020

Third Consumer Forum Conference ‘Making 

sustainability a reality for consumers’ takes 

place at the QEII Centre in London, combined 

with CPIN’s 70th anniversary celebrations. 

2021

Our Consumer Journey
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CPIN members are currently representing 
consumers on more than 160 standards 
committees. Here we highlight some of 
the key standards we’ve been working on 
during the last year:

Button batteries (PAS 7055:2021)
In the wake of two fatal incidents involving 
children ingesting batteries, CPIN worked with 
Consumer Forum members, CAPT and RoSPA,  
to develop this fast-track standard, which aims  
to reduce the risk of serious injury or death,  
by restricting children’s access to button and  
coin batteries.

Existing standards for toys and electrical devices 
already set safety requirements for batteries in 
those products. However, there were no standards 
to cover potentially lethal batteries found in many 
everyday consumer products, such as remote 
controls, scales, gaming headsets, musical cards 
and tea lights. 

PAS 7055, aimed at manufacturers, importers, 
retailers, enforcement authorities, consumer 
protection bodies and consumers, specifies 
requirements for packaging, instructions, labelling, 
marketing and disposal. It should help to protect 
children by raising awareness of risks as well as 
making batteries more difficult to access. 

Consumer Vulnerability  
(ISO 22458, in development)
Consumer vulnerability can affect anyone at any 
time, caused by a wide range of factors including 
chronic illness, mental health, low income 
and personal circumstances. If organizations 
don’t provide appropriate support, consumers 
in vulnerable situations may struggle to 
access services, understand terms of service, 
make decisions in their best interests, submit 
complaints and get satisfactory redress. 

CPIN represented UK consumers on this 
international standard (based on BS 18477:2010), 
collaborating with leading consumer 
organizations to build a comprehensive 
consumer strategy. 

The standard provides guidance for service 
providers on how to identify and support 
consumers in vulnerable situations. It 
recommends a fair, flexible approach to 
delivering inclusive services, highlighting the 
importance of training and engagement with 
consumers who have lived experience  
of vulnerability. CPIN hopes that this standard 
will help to improve outcomes for all  
consumers in vulnerable situations.

Today’s Consumer Issues

Community Face Coverings  
(BSI Flex 5555:2021)
During the Covid-19 pandemic people  
started to wear face coverings to reduce 
rates of infection. CPIN represented 
consumers on this fast-track standard 
for community face coverings, following 
collaboration with UK consumer experts 
at Which?, RNID, and the National Deaf 
Children’s Society to ensure a strong 
consumer stakeholder voice. 

The Flex covers single-use and reusable 
masks aimed at the general public and 
specifies minimum requirements for: 
design, performance, test methods, 
cleaning, packaging, labelling and 
instructions for use. It also addresses 
environmental considerations. 

The Flex provides reassurance for retailers 
and consumers that good practice has  
been followed.

Privacy by Design for Consumer Goods 
and Services (ISO 31700, in development)
In recent years there have been many high-profile 
stories about consumers’ personal information 
being accessed and used maliciously due to 
inadequate privacy and security measures – 
both in online services and internet connected 
products. This can lead to serious consumer harm, 
such as financial loss and threats to physical 
safety. 

CPIN, working closely with ISO COPOLCO, has 
been instrumental in the development of this 
important international standard, which aims 
to ensure that consumer privacy is embedded 
into the design of products and services. The 
standard requires risks to be considered, and 
mitigated, before goods or services reach 
consumer markets and requires in-market 
monitoring of privacy performance to offer 
protection throughout the whole life cycle. 
ISO 31700 also sets requirements related to 
governance, parental oversight of children’s 
product use and provision of consumer 
information to minimize risks.

By placing the consumer at the heart of the 
design process, CPIN hopes that the standard 
will enhance protection, minimize harm and 
increase consumer confidence in digital products 
and services. 

 CPIN 70th Anniversary
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Strengthening the consumer  
voice in standards
The BSI Consumer Forum is an 
open network that brings together 
organizations that represent consumers 
to share insights about consumer 
issues and needs. 

BSI Consumer Forum Council members 
are senior representatives from leading 
UK consumer protection organizations, 
who work to protect the interests 
of the consumers they represent, 
through British Standards. The CPIN 
Chair, Julie Hunter, sits on the council 
alongside other organizations and this 
collaboration strengthens the consumer 
stakeholder voice in standards and 
helps to achieve a shared ambition to 
enhance consumer protection. 

Case studies 
Product recalls. CPIN and the Office 
for Product Safety and Standards at 
the Department for Business, Energy 
& Industrial Strategy collaborated to 
improve the product recall system for 
consumers. The pre-existing product 
recall system was poorly understood by 
users and therefore provided inadequate 
protection. This collaboration led to the 
development of the new PAS 7100:2018 
Supporting Better Product Recalls.

Domestic appliance fires. Which? 
research and data is a valuable 
source of evidence to support CPIN 
representatives in their work. In 
2018 CPIN collaborated with Which?, 
Electrical Safety First and the London 
Fire Brigade to improve safety 
standards for domestic appliances to 
reduce the risk of fire. 

BSI Consumer Forum

BSI Consumer Forum brings together those at the 
forefront of consumer empowerment and protection.

 Digital and technological transformation, the 
transition to a green economy and shocks like 
the global pandemic are transforming the way we 
live, work and consume. Long-standing consumer 
habits are being upended and complex markets 
are emerging. 

  Promoting and protecting consumers’ interests in 
this changing world is as important now as it was 
70 years ago. Businesses, government and society 
play an increasingly important role in helping 
people make the right choices, find the best quality 
and receive the right support where needed.

  The Consumers Forum brings together those 
at the forefront of empowering and protecting 
consumers in the UK. We work together to 
identify emerging consumer trends by combining 
our data, insight and expertise across a broad 
range of consumer experiences and interests.

  Harnessing this voice of the consumer is at the 
heart of guiding standards development and 
best practice so companies can better serve the 
interest of consumers now and in the future.” 

Nikki Stopford,  
BSI Consumer Forum Chair
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In March 2021, we carried out a survey and 
interviews with our volunteers. Here is what 
they had to say about working with CPIN:

What makes our volunteers 
proud to be members of CPIN

What I get out of CPIN?  
An opportunity to influence international 
standards, European standards and British 
standards that provide real protection and 
improvement for consumers.”

Standards making is all part of a 
team effort… to ensure consumer 
views/concerns are understood.”

 One of the reasons I’m involved with standards 
is that they do make a difference.”

Knowing that consumer issues are better 
reflected in a standard because of my input.” 

We wouldn’t be able to do it 
without the Consumer Team.”

 It allows me the opportunity to apply  
my skills for the benefit of consumers.”

Promoting the needs of older people.”

How to get involved
Join the Consumer Forum

If you work in consumer protection, sign up to the Consumer 

Forum to network with like-minded organizations, share insight 

about consumer challenges, explore standards solutions and 

strengthen CPIN’s work in key consumer standards.

Join CPIN

If you would like to make consumers’ lives safer, fairer and 

better through standards, you can apply to become a member 

of CPIN. We welcome consumer representatives with a wide 

range of knowledge, skills and experience. Full training and 

support will be given.

To find out more:

Contact BSI’s Consumer Team at: consumer@bsigroup.com

Check out the consumer pages on the BSI website:  

BSI Consumer Team 2021, 
supporting the work of CPIN 
and the Consumer Forum
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