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I purchased a treatment package 
amounting RM800 from company on 
3/2/12. I paid deposit of RM500.00 to 
the company and agreed to pay the bal-
ance of the purchase price after starting 
the treatment. I called the company on 
16/11/12 to make appointment for her 
treatment. However, the company’s 
representative, informed me that she 
can start her treatment with the con-
dition that I pay the balance purchase 
price RM300 before starting my first 
treatment of the package. I was utterly 
dissatisfied as that was not what was 
agreed between me and the company.

Lee

NOTE: Misleading information by the 
staffs. Can lodge report to higher man-
agement and also to Tribunal.

I visited the company for a first trial of 
slimming treatment on 25/11/12. Dur-
ing the consultation, the company’s rep-
resentative informed me that I will see 
the slimming result after undergoing 
20 sessions of the treatment within 3 
months. I informed the company’s rep-
resentative that I am unable to finish all 
the 20 session within 3 months as I will 
be moving to Sabah soon. Subsequently, 
the company assured me that I will get 
my intended slimming result with 10 
sessions of the treatment. Therefore, re-
lying on the advice of Ms.Y, I purchased 
the slimming package from the compa-
ny and paid the deposit of RM 900. Dur-
ing the second visit to the company on 
29/11/12, I was told by Ms.Y that I need 
to take all 30 sessions of treatment in or-
der to reach the slimming result despite 
the earlier assurance given to me dur-
ing the first visit. Therefore, I decided to 
cancel the package. However, I was told 
that my RM900.00 will be forfeited if I 
cancelled package. I was disappointed 
with the company’s service and demand 
for the refund of my RM900.00

Samantha

NOTE: Complainant has right to file the 
case in Tribunal. As a consumer, always 
we need to be careful with the advertise-
ment published by these kinds of com-
panies.

I was wrongly advised and misrepre-
sented as to the nature, terms and con-
dition of the fitness membership con-
tract wherein I was assured that I could 
terminate the contract at any time I 
wish. I was further informed that the 24 
months commitment was just a require-
ment put by the good company. On the 
third month of the contract, I decided to 
move to Singapore and informed to the 
company about my termination of the 
service but was refused by the company. 
The staff however agreed to the termina-
tion after I provided a copy of the Singa-
pore passport as proof. However, in 2012, 
I found out that I am still a member of 
the company and is still required to pay 
the fees together with the fines incurred 
thereon.

Aidil Rahman

NOTE: Read all the terms and condition 
that stated in the agreement or contract 
before sign the agreement. 
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This edition of STANDARDS ASIA touch-
es on health and wellness sector. In the 
first edition of The Wellness Revolution, 
economist Paul Zane Pilzer outlined an 
emerging $200 billion industry he called 
“wellness.” Today, that industry has 
grown to $500 billion. There are a num-
ber of rigorous and well thought out 
definitions of wellness, developed over 
time by the leading thinkers in the field.

In the fields of economics and business, 
there is no clear definition of wellness 
industry, although there is an emerging 
sense that such an industry does exist 
and is growing rapidly. The only widely 
available and frequently cited statistic 
for the size of the overall wellness indus-
try is from Pilzer’s book. Pilzer estimates 
that the wellness industry in the United 
States was valued at $200 billion in 2002 
and $500 billion in 2007, and he predicts 
that the industry will grow to $1 trillion 
in 2012 (a growth rate of 15% annually 
over five years). 

Some reports provides categorization 
of the wellness sector i.e beauty ser-
vices and cosmetic products, fitness and 

cosmetic products, nutrition, alternate 
therapy and rejuvenation (Riding the 
growth wave – Wellness; 3rd Annual 
Wellness Conference – September 2011; 
PricewaterhouseCoopers Pvt. Ltd)

The National Consumer Complaints Cen-
tre or NCCC’s report provides a snapshot 
on the types of challenges consumers 
face in the wellness sector. Competent 
authorities especially in developing 
countries need to come to a consensus 
on a widely accepted definition and 
scope of the wellness sector and also 
health tourism as the line that differenti-
ates between these two is often blurred 
and poses regulatory challenges. This 
aggravates consumer protection issues 
in this sector. Consumers are vulnerable 
to unsafe products used in the sector: 
for example skin treatment gadgets, 
gymnasium equipment, potions used 
to improve general wellbeing etc. Laws 
exist in various forms and level of imple-
mentation.

A comprehensive set of guidelines and 
laws are needed to improve consumer 
protection in this sector. In October 

2008, the Ministry of Trade and Industry 
appointed CASE of Singapore to develop 
a CaseTrust Accreditation Scheme for 
Spa and Wellness Businesses. To-date, 
more than 275 Category 1 Massage Es-
tablishments have been accredited un-
der the stringent criteria of the Scheme.

ISO technical committee ISO/TC 228, 
Tourism and related services, working 
group WG 2, Health tourism services, 
is developing an International Standard 
which aims to define, establish, ensure 
quality in, and improve wellness spa 
services. This will enable these services 
to be monitored and provide guidelines 
for selecting relevant and effective mea-
surement methods.

With many best practices available in 
this sector, competent authorities and 
other stakeholders must work to pull to-
gether these experiences in the form of 
an internationally accepted practice to 
provide the best service to consumers.

Editorial
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feature

Paul Zane Pilzer, an economist and the 
author of, “The New Wellness Revolu-
tion: How to Make a Fortune in the Next 
Trillion Dollar Industry”, defines the well-
ness industry incorporate products and 
services provided proactively to healthy 
people to enable them to feel even 
healthier and look even better,. This indi-
rectly slows down the effects of aging and 
prevents diseases from developing in the 
first place. According to Bloomberg Busi-
ness, the wellness industry is a field of 
healthcare, focused on improving every-
day health and state of well being, rather 
than treating diseases or curing illnesses.

The NCCC received 2470 complaints re-
lated relating to the Wellness Industry. 
Currently, complaints in this sector also 
include weight loss and aesthetic care 
such as skin and hair care. There has been 

an increase in the number of complaints 
received relating to the wellness sector 
by 44.7% compared to 1706 complaints 
received in 2010.

Four companies constitute 58% of the 
complaints received and these compa-
nies contribute 74% of the lost suffered 
by the complainants. The nature of com-
plaints in this sector are related to the 
quality of the provision of services and 
unethical trade practices, namely due to 
misrepresentation and failure to observe 
“cooling off” period and etc. Other cases 
witnessed safety related complaints re-
sulting in the long term impact on health.

The monetary value involved in the dis-
pute or complaints relating to the well-
ness industry amounts to a cracking sum 
of RM1,715,232.36. Some consumers are 

willing to pay as high as RM29,000.00 
for skin treatment and RM15,000.00 for 
weight management.

Unethical Trade Practices

Complaints relating to unethical trade 
practices result from:

1 Respondents’ refund policies (no 
refund / late in refunding / hidden 
charges during refunds) especially on 
deposits upon termination of services

2 Failure to honour contracts and to 
comply with the terms and conditions 
stipulated therein. 

3 Misrepresentation of the provision 
of services and misleading advertise-
ments

Complaints 
Relating to the 

Wellness Sector

by National Consumer Complaints Centre, Malaysia
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4 Charging on consumers’ credit cards 
without their consent.

5 Failure to provide a copy of the con-
tract or agreement to the consumers.

The highest number of complaints on un-
ethical trade practices is associated to a 
particular gymnasium and a weight man-
agement centre.

Service Quality - General

Complaints relating to the general ser-
vice quality that resulted from:
1 Treatment which provided the ex-

pected results : pimples, weight loss, 
hair care

2 Employees that do not practice pro-
fessional customer service and with-
out the prerequisite knowledge ren-
dering them incompetent to serve 
customers accordingly when enqui-
ries are made: rude, not forthcoming.

Safety Related Complaints

Complaints related to the safety of con-
sumers are deemed to be serious in some 
cases whereby complainants had to seek 
long term medical treatment. Among the 
complaints related to the safety of con-
sumers are:
1 Burnt scalp after a certain type of 

treatment
2 Burnt skin after a certain type of 

treatment 
3 Consumers suffering from an excruci-

ating pain after laser treatment
4 Skin allergy reaction or discolouration

The highest number of safety complaints 
received is with regards to a prominent 
skin care solutions centre. Some have 
paid as high as RM15,000.00 for skin 
treatment which resulted in severe red-
dening of the skin after treatment. About 
12.5% of the cases were not able to be 
resolved by NCCC and were escalated to 
the Consumer Claims Tribunal for their 
action instead.

Application of Consumer 
Protection Laws to Manage 
Complaints on Consumer 
Products

1. Laws

There is no law enacted under the Malay-
sian legal system to address issues relat-
ing to the wellness sector safe for some 
specific situations which are dealt by spe-
cific statutes. 

Major complaints under this sector were 
dealt by specific laws such as the follow-
ing:-

a) Safety in wellness centres,

 Section 19 of the Consumer Protec-
tion Act 1999 states that every service 
provided for in the market should be 
subjected to some safety standards 
set by the Ministry. In the event such 
standards are not prescribed, then 
the supplier is expected to observe a 
reasonable standard of safety.

b) Safety of products used in these cen-
tres,

 The Consumer Protection (Prohibition 
against Unsafe Goods) Order 2011 
states that any goods that are found 
unsafe must be recalled by the sup-
plier. Similarly, Section 19 of the Con-
sumer Protection Act 1999 also states 
that goods and products provided for 
in the market should be subjected 
to some safety standards set by the 
Ministry. In the event such standards 
are not prescribed, then the supplier 
is expected to observe a reasonable 
standard of safety.

c) Contract,

 Section 17(5) Consumer Protection 
Act 1999 states that a person can can-
cel a contract through documenta-
tion or verbally. In the event the well-
ness centres insisting on full payment 
upon the cancellation of the contract 
(for those who have paid a lump sum 
payment), the consumer is entitled to 
claim for the balance of the remain-

“Wellness can be perceived from either a 
consumer or a corporate perspective. Activities 
often associated with the wellness industry 
include yoga, fitness, outdoor activities, 
meditation, Pilates, massage therapy, healthy 
diet, organic living, and more.”
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kinds of certifications, if promoted well, 
may assist consumers in finding the best 
service provider in town.

Internationally there are many standards 
(including guidelines and requirements) 
being developed to improve the quality 
of services to consumers and the per-
formance of the wellness sector. Among 
them are standards for:

i. Spas

ii. Stationary training equipment (such 
as safety requirements for strength 
training equipment, benches, pedal 
crank training equipment, elliptical 
trainers and many more) which are 
frequently used in gymnasiums and 
at home

iii. Cosmetic products including those for 
skincare, hair care etc

iv. Drugs (including those to aid in weight 
loss, skin care and hair care)

Recommendations for 
Improvement

1 Relevant ministries such as the Min-
istry of Domestic Trade, Cooperatives 
and Consumer Affairs and Ministry 
of Health must regulate and monitor 
services provided by wellness cen-
tres.

2 New provisions should be added un-
der the Medical Act 1971 to regulate 
wellness centres that provide aes-
thetic care. Currently there is no spe-
cific law that regulates these services.

3 Consumers should not be deceived by 
the hyped up advertisements on the 
services provided by these wellness 
centres. Proper background research 
needs to be done before buying the 
product or service offered by these 
centres.

4 The industry should start adopting 
a more consumer centric approach 
utilising socially responsible business 
practices.

ing services stipulated in the contract. 
However, this has to be done within 
14 days of the cancellation of the con-
tract.

 Another common issue with regard to 
contracts is the auto renewal of mem-
bership. Although most contracts 
entered into by consumers and ser-
vice providers have an auto renewal 
clause, this clause is deemed to be il-
legal. A contract cannot be automati-
cally renewed without the consent of 
the consumer.

d) Misleading information / advertise-
ment, 

 Section 13 of the Consumer Protec-
tion Act 1999 states that no person 
may advertise for the purposes of 
supplying any product or services 
with a stipulated price without the in-
tention of providing the services.

 Similarly the Trade Description Act 
1972, states that sellers or traders of 
goods and services shall not take un-
fair advantage of consumers by pro-
viding misleading and false informa-
tion as it is an offence under the Act 
to do so.

e) Misrepresentation

 The rights of consumers against mis-
representation and false statements 
made by goods/service providers are 
also protected by Section 18 of the 
Contracts Act 1950 and Section 10 of 
the Consumer Protection Act 1999.

2. Voluntary Initiatives / 
 Tools

There is an initiative by Sinosantara Sdn 
Bhd which has established the IPEC Cer-
tification Bureau to provide personnel 
certification services both locally and in-
ternationally for various professional ser-
vices in the field of transportation, beau-
ty and health, tourism and even the oil 
and gas industry. In Malaysia, they have 
begun offering personnel certification 
services for Beauty Therapist and Aesthe-
tician i.e Beauty Therapist and Aestheti-
cian Certification Scheme (BTaA). These 

About the author

National Consumer Complaints Center (NCCC) is a non-profit organization. It was 
launched in July 2004 and is partially funded by the Ministry of Domestic Trade, 
Cooperatives and Consumerism Malaysia. NCCC’s vision is To be an independent 
and respected organisation providing a mechanism for consumer complaints and 
counselling to resolve problems arising from the purchase of goods and services.
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In 2011, Mrs. Abdul Kadir was admit-
ted for a total knee replacement sur-
gery in a public hospital. What was 
considered a routine surgery led to 
her suffering from the stricture of the 
urethra when the catheter was re-
moved a couple of days after the sur-
gery. This is what the report said. She 
suffered the inability to urinate and 
was chaperoned from one specialist 
to another in her country only to find 
out that she cannot have a permanent 
solution for her condition. 

Off she went to a traditional health-
care services provider in her country 
and to their main facility in another 
country. After almost six month of 
treatment with herbal products and 
some dietary restrictions she was 
able to urinate without exerting tre-
mendous pressure. The total cost she 
spent was half of the surgery recom-
mended by the specialists. 

However, she and her family faced 
several problems seeking legitimate 
traditional healthcare service provid-
ers or even if they are effective in cur-
ing her condition. They were also not 
able to verify the treatment and its 
side-effects (long term or otherwise). 
They were susceptible to malprac-

tice and did not know if fair redress 
mechanisms exist in their country or 
the other country in the event of a 
problem.

But medical or health tourism does 
not only consist of traditional treat-
ment but increasingly involve those 
seeking modern treatments for joint 
replacement (knee/hip), cardiac sur-
gery, dental surgery, and cosmetic sur-
geries and even funeral services. 

The medical / health tourism lacks 
regulatory control to assure quality 
and safety of patients especially for-
eign patients. Thus; less opportunity 
for fair redress mechanisms. 

Standards and accreditation and oth-
er measures of assuring quality and 
safety in medical / health tourism 
sector seem to vary across the world. 
They exist in the form of ethical guide-
lines, patient safety charter and pri-
vate healthcare acts and regulations. 
Some popular ones are those imple-
mented by JCI or Joint Commission 
International for hospitals. But these 
do not apply to traditional healthcare 
and also spa therapies. There are cur-
rently some activities in wellness spa 
standards development by the Inter-

national Organization for Standardiza-
tion of ISO under the ISO Technical 
Committee 228 on Tourism. 

In 2006, the medical tourism indus-
try grossed about $60 billion world-
wide. McKinsey & Company estimates 
this total will rise to $100 billion by 
2012. Reports on the number of pa-
tients traveling abroad for health care 
are scattered. An estimated 500,000 
Americans travelled abroad for treat-
ment in 2005. The same company es-
timates that Indian medical tourism 
alone will grow to $2.3 billion by 2012. 
Singapore hopes to treat 1 million for-
eign patients that year. 

In order to protect both patients and 
service providers across border cross 
border redress mechanisms and per-
haps health tribunal may offer some 
form of protection and sustain growth 
in this sector. International patient 
safety standards and worldwide com-
pliance with this standard by service 
provider will promote safety of pa-
tients without whom the healthcare 
sector will not exist. 

Ratna Devi Nadarajan
Standards Users

mouthpiece
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Medical Spa –
How Standards Can Help?

“Medical Spas offer extended treatment 
options to consumers in Beauty & Well-
ness services,” says Mr Edward Wong, 
who has worked in the industry for more 
than 20 years and is a respected author-
ity in Asia’s Spa & Wellness industry, 

Edward goes on to explain the Evolution 
of Medical Spas in Asia. According to him, 
the services offered by a Medical Spa are 
usually a combination of certain Clinical 
procedures of a Medical establishment 
with the pampering Aesthetic treatments 
of a Wellness establishment. He added 
that Medical Spas can be set up as a 
Wellness Spa with Medical Treatments or 
a Medical Clinic with facilities to enhance 
pre and post treatment relaxation and 
well being of patients under their care. 

The International SPA Association defines 
Medical Spa as an institution whose pri-
mary purpose is to provide comprehen-
sive medical and wellness care in an en-
vironment. It integrates spa services as 
well as conventional and complimentary 
therapies and treatments. Of late, indus-
try players observed that there has been 
a rising trend among dermatologists and 
plastic surgeons joining wellness spas and 
even expanding their practices to extend 
premium value added therapies and care 
services. Yet many find this a welcome 
change to the industry as it enhances the 
confidence of consumers who feel they 
can make better buying decisions with 
professional diagnosis and inputs. 

The following are some treatments found 
in Medical Spas. Most of these are inva-

sive and requires Professional Training 
and Management:

a. Laser Treatments

b. Intense Pulse Light

c. Radio Frequency

d. Injections

a. Botox (Botulinum Injection)

b. Sulptra (Collagen Stimulator Injec-
tion)

c. Cosmetic Fillers (Hyaluronic Acid etc)

e. Liposuction

f. Cosmetic Surgery 

g. Chemical Peel

h. Micro-Dermabrasion (Skin Resurfac-
ing)

i. Hormone Replacement Therapy 
(Menopause related)

feature
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Consumers Association of Singapore 
(CASE) is a strong advocate for good busi-
ness practices and standards to protect 
vulnerable consumers. In October 2008, 
the Ministry of Trade and Industry ap-
pointed CASE to develop a CaseTrust 
Accreditation Scheme for Spa and Well-
ness Businesses. To date, more than 275 
Category 1 Massage Establishments have 
been accredited under the stringent 
criteria of the Scheme. It is a rigorous 
process. The primary objectives of the 
scheme were to raise professional stan-
dards of the industry and to instil con-
sumer confidence through good business 
and fair trading practices. 

CaseTrust for Spa and 
Wellness Businesses

A Spa Operator who achieves the Case-
Trust for Spa and Wellness Businesses is 
certified as a business that possesses the 
foundation for consumer-friendly good 
sales practices and standards. The busi-
ness will have to put in place the follow-
ing policies and practices:

1. Clear Fee Policies
 Clearly articulated and documented 

policies on fees and fee refund. These 
must be fully disclosed to their cus-
tomers and adhered to according to 
the terms and conditions of the con-
tract between the business and cus-
tomers.

2. Well-Defined Business Practices and 
System

 Besides good business practices and 
systems, there should be a redress 
system with proper and clearly de-
fined dispute resolution mechanisms 
for the business and customers.

3. Well-Trained Personnel
 The business must ensure that it has 

trained sales staff who do not practise 
unethical sales tactics and are able to 
provide good customer service.

4. Protection for Pre-Payments
 The business should have undertaken 

insurance for customers who have 
purchased prepaid packages to pro-
tect their advance payments in the 
event of forced closure.

   The following are some issues 
which Industry players are of the 
opinion that Medical Spas should be 
subjected to regulatory measures:
a. Set up as a Medical Entity
 Should the Medical Spa be set up 

as a Medical Entity, it should then 
fall under the jurisdictions of the 
Ministry of Health and/or Na-
tional Medical Association whose 
regulations shall prevail. Medical 
professionals shall operate under 
their own scopes of practice in 
conjunction with traditional com-
plementary and health practices 
in a spa like setting.

b. Medical Supervision
 If a Medical Spa is set up as a Spa 

with some kind of Medical treat-
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ments, then the presence of a li-
censed Medical or Health profes-
sional is required to supervise all 
the treatments and to perform 
specific treatments or procedures 
restricted to a licensed Medical 
professional.

c. Qualified Aesthetician
 As the name Medical Spa pro-

claims Professional Medical 
Treatments, all Aestheticians and 
Therapists in Medical Spa should 
hold relevant professional qualifi-
cations from recognised Accredi-
tation Bodies or Institutions. All 
aestheticians and therapists shall 
be in compliance with regulations 
and code of ethics of their respec-
tive regulatory bodies.

d. Regulations of Country or State
 Regulations in Medical Spas may 

vary in different countries. The 
Medical Spa set up shall comply 
with the country or state’s regu-
lations on medical and aesthetic 
practices.

e. Occupational Health & Safety 
Standards

 Most Medical Spas use high volt-
age electrical equipments includ-
ing lasers, ultrasounds, abrasive 
appliances, as well as tools which 
are in contact with the patient’s 
skin and tissues amongst others. 
It is imperative that there are in 
place health and safety protocols 
including medical grade sanitiza-
tion equipment and products as 
well as other preparations to be 
in compliance with National or 
State’s safety and health legisla-
tions and hazards communication 
standards.

f. Medical Device Regulations
 Graded medical equipments are more 

powerful than consumer or aesthet-
ics versions. Many types of medical 
equipments are subject to licensing 
controls or restriction of use. The 
Medical Spa shall comply with regu-
lations regarding the registration 
and use of Medical Devices including 
types of devices used, range of treat-
ments allowed, training of operators, 

health & safety assurance of opera-
tors and consumers etc.

g. Health & Safety Insurance
 It is advisable to take up appropriate 

and adequate insurance coverage 
against any equipment and device 
malfunction, mismanagement, negli-
gence, accidents, injuries, loss of ca-
pabilities, loss of life etc.

h. Accreditations and Credentials
 Medical Spas should be licensed, ac-

credited or credentialed by Govern-
ment Agencies or National Trade Bod-
ies so that minimum standards are 
adhered to.

i.  Legal Liability
 As Medical Spas carry a higher Profes-

sional Image, Consumers may expect 
better results or at least a positive 
outcome from all treatments. There-
fore, guidelines should be established 

to determine what is considered neg-
ligence in failure to meet the duty of 
care expected within the Medical Spa 
or Quasi Medical establishment. In 
the event of an accident or adverse 
reaction, a client may bring legal ac-
tion against the practitioner and med-
ical spa.

Summary

Therefore, standards in the Medical Spa 
treatments and procedures are impor-
tant to ensure the safety and wellbeing 
of consumers. There should be a proper 
redress system put in place to assist con-
sumers in the event of issues arising from 
such treatment. Consumers must be 
fully briefed of the risk and cost involved 
before they are sold a package and the 
Medical Spa should not mislead or mis-
represent in any way their ability to per-
form the treatment in any manner. 

About the authors

Mr Edward Wong, Managing Director EdeS Swiss Beauty & Wellness Group
Mr Lee Lup Poon, Assistant Director, Consumers Association of Singapore

12  Standards Asia



special feature
According to ancient Egyptian hiero-
glyphics and Chinese manuscripts, priests 
and alchemists were using essential oils 
to heal the sick millennia ago. These oils 
are the oldest known form of medicine 
and cosmetics, and were once consid-
ered more valuable than gold.

What is known as an “essential oil” is the 
“oil of” the plant from which it was ex-
tracted. It is “essential” in the sense that 
it carries a distinctive scent, or essence, 
of the plant.

Essential oils are subtle, aromatic and 
volatile liquids extracted from vegetable 
raw materials by distillation processes 
using water or steam, dry distillation or 
mechanical processes. Essential oils are 
widely used in the food and perfumery 
industries and, in smaller amounts, in 
cosmetics and some health-related fields 
such as pharmaceuticals, phytotherapy 
and aromatherapy.

The food industry consumes about 60% 
of essential oils production, while the 
rest is used in perfumery. Around 300 es-
sentials oils are commonly used in mak-
ing fragrances and flavours, including the 
essential oils of lemon, peppermint and 
rosemary.

Boosting the benefits

Essential oils standardization has ensured 
product quality and safety. This has indi-
rectly boosted the trading of principal es-
sential oils used in the food, perfumery 
and cosmetics industries. Standards are 
becoming increasingly important, mainly 
due to the introduction of new technolo-
gies and market globalization.

As a result, analytical methodologies are 
being continually improved on to obtain 
précised and accurate results. This solves 
authenticity problems and facilitates the 
detection of adulterated essential oils. 
Therefore, the industry’s growing unifi-
cation of analytical methods further en-
hances the trade in essential oils, with 
ISO/TC 54’s analytical methods gaining 
global significance.

Essential oils 
– A fresh look at 
the oldest known 
remedy and beauty 
booster

by Aranxta Bordas & Esther Bermejo

 (This article first appeared in July-August 2012 issue of ISO FOCUS – The magazine of the International Organisation and is reproduced here with the permission of ISO Central Secre-
tariat (www.iso.org)
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The ISO/TC 54 also works closely with 
other organizations, for example the 
European Directorate for the Quality of 
Medicines & HealthCare (EDQM), who 
are responsible for developing and revis-
ing the European Pharmacopoeia mono-
graphs. 

ISO/TC 54 participated in the latest revi-
sions and new European Pharmacopoeia 
monographs. It has taken the cosmetics 
regulations, European Pharmacopeia and 
aromatherapy as social, safety, health, 
environmental or cultural issues relating 
to the sector, products, materials, disci-
plines or practices in ISO/TC 54.

Key liaison body, the International Fra-
grance Association (IFRA), participates in 
the development of ISO/TC 54 standards 
and methods and, likewise, IFRA stan-
dards are taken into account in standards 
elaboration.

The committee is open to collaborate-
ing with other organizations such as the 
United States Pharmacopeial Convention 
(USP). This makes sense, since the USP 
aims to improve people’s health through 
public standards that help to ensure the 
quality, safety and benefit of medicines 
and foods. 

The USP is responsible for revising the 
Food Chemicals Codex monographs of 
essential oils and analytical methods. 
These are valuable reference standards 
for the food industry, the USP and Na-
tional Formulary monographs.

Changing market

Essential oils production has moved to 
developing countries, while quality con-
trol and consumption tend to take place 
in developed countries. There have also 
been trends towards market globaliza-
tion, the lowering of some trade barriers, 
the growth of big companies and great-
er specialization by small companies. 
Against this background, ISO/TC 54 aims 
to:
•  Facilitate the global trade in essential 

oils
•  Enhance the quality of essential oils 

on in the market
•  Protect the health of essential oils 

consumers

For more than 65 years, ISO technical com-
mittee ISO/TC 54, Essential oils, has been 
active in developing International Stan-
dards. ISO standards help encourage inno-
vation and expand the global trade in es-
sential oils, besides ensuring their quality 
and safety. 

Today, ISO/TC 54 comprises 18 participat-
ing member countries, with another 29 as 
observers, and five liaison organizations. 
It represents most of the main producers, 
suppliers and consumers of the world’s es-
sential oils industry. 

ISO/TC 54’s international standardization 
of analytical methods and specifications 
involves : 
• Developing specific monographs for 

quality standardization of every essen-
tial oil

• Standardizing analytical methods to 
control the quality of essential oils

• Setting requirements for transport, la-
belling and marking

• Deciding nomenclature and botanical 
names.

The committee’s international member-
ship ensures that developed standards 
represent and reflect wide-ranging experi-
ences, test methods and techniques. The 
committee has published 129 standards 
with another 14 being developed. 

At plenary meetings held every two years, 
ISO/TC 54’s members set priorities and 
schedules in standards development, re-
vise the work programme and solve diffi-
cult issues. 

The sweet smell of standards
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•  Enhance the safety of essential oils 
products and processes

•  Promote the use of advanced indus-
trial technology.

Standardization is remarkable technically 
because it is an important reference in 
the investigation of new varieties, and, 
commercially, standards are an informa-
tion source that provides the industry 
with the properties of products’ natural 
components.

Current and future 
developments

Due to Europe-wide interest in essential 
oils, the European Committee for Stan-
dardization (CEN) has years ago adopted 
two International Standards:
• ISO 3218:1976, Essential oils - Prin-

ciples of nomenclature, and ISO 
9235:1997, Aromatic natural raw ma-
terials - Vocabulary. These two stan-
dards are being updated in parallel 
procedure with CEN, leading ISO revi-
sions. 

• ISO/TC 54 aims to provide the best 
possible service to its members, to 
help generate strong profits for the 
sector and to continue standardiza-
tion work of interest and relevance to 
its members.

Acting as a central point and focus, ISO/
TC 54 unifies and manages essential oils 
knowledge and information, and is a ref-
erence source for all its members. Since 
the main essential oils companies col-

About the authors

Arantxa Bordas is Chair of 
ISO technical committee ISO/
TC 54, Essential oils. She 
is Product Quality Control 
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Esther Bermejo is a technical 
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laborate with their national standardiza-
tion bodies participating in ISO/TC 54, its 
standards and methods of analysis are 
widely used as homologated working ref-
erences.

People’s growing interest in alternative 
health therapies, and collaboration be-
tween ISO/TC 54 and bodies such as the 
European Pharmacopoeia and USP, could 
soon witness an increase in the use of es-
sential oils in aromatherapy, pharmaceu-
ticals and other areas of medicine.

ISO standards expand the global trade 
in essential oils, and ensure their qual-

ity and safety.

ISO/TC 54 unifies and manages knowl-
edge and information about essential 

oils.

Alternative health therapies could soon 
increase the use of essential oils.

How International 
Accreditation Sets 
Global Standards for 
Healthcare
02 May 2013

Healthcare accreditation is an internal 
and external evaluation process that is 
used by various healthcare organizations 
to assess their level of performance in re-
lation to the internationally established 
standards. It should be kept in mind that 
the standards of medical care vary be-
tween countries around the world. But 
with globalization of healthcare today, 
there is a need to set global standards 
for healthcare so that people around 
the world can enjoy the same level of 
healthcare throughout. This is the main 
reason why international accreditations 
are gaining more importance.
 Healthcare accreditation is an in-
ternal and external evaluation process 
that is used by various healthcare orga-
nizations to assess their level of perfor-
mance in relation to the internationally 
established standards. It should be kept 
in mind that the standards of medical 
care vary between countries around the 
world. But with globalization of health-
care today, there is a need to set global 
standards for healthcare so that people 
around the world can enjoy the same lev-
el of healthcare throughout. This is the 
main reason why international accredita-
tions are gaining more importance.
 The improvement in communication 
technology today has meant that people 
can access information about health-
care overseas and even compare costs 
of treatment. For many, it is a hope to 
get quality healthcare at affordable rates 
along with excellent personal comfort. 
But finding reliable information about 
healthcare providers is a challenge for 
these people most of the time. They are 
compelled to do their own research and 
hope that the information they receive is 
accurate.
 There is a need for organizations 
that give all information related to qual-
ity of healthcare and benefits to people 
around the world. This need can be sat-
isfied with international accreditation 
institutions, which provide guidelines for 
global quality standards for healthcare. 
When people go to healthcare providers 
who get this accreditation, they can con-
fidently enjoy the cost benefits of getting 
treatments overseas as they are assured 
of getting quality care.
Source: http://www.mymedholiday.com/article-
info/50/151/how-international-accreditation-sets-
global-standards-for-healthcare 
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INTRODUCTION

Chinese history dating as far back as the 
T’ang Dynasty (A.D . 618-907), shows that 
birds’ nests were used as part of the em-
peror’s cuisine. The emperors’ longevity 
and great health were well documented. 

Edible Swiftlet nests are taken from caves 
and commercial dwellings annually. Ma-
laysia is blessed to have these birds here 
(figure 1). This species thrives only in Ma-
laysia, Indonesia, parts of Vietnam and 
the periphery of Southern Thailand and 
nowhere else in the world. In contrast, 
the clients are worldwide. 

The revival of this ‘lost’ industry comes 
at no better time. This organically home 
grown, intricately formed and naturally 
coloured commodity has generated in-
come for many generations then and 
now. The four major types of nests come 
in red, yellow, black and white colours. 

Non-denial edible-nest Swiftlets is unique 
in its behaviour and thus its products and 
byproducts. The assurance in maintain-
ing and safeguarding edible-birds nest 

Industry is guided by the Malaysian Stan-
dards in tandem to conditions laid down 
by relevant authorities. Instantaneously, 
the possibility of EBN products or by-
products produced in one locality end up 
anywhere and everywhere in the fron-
tier. The government shall stress on the 
GAHP compliance for the premises and 
GMP Golden Rules for processing. The 
dynamics, static or reversed global fronts 
demand new paradigm for this EBN in-
dustry. Whichever way the tides turns 

in ensuring a sound and sustainable EBN 
industry, the quality base on standards is 
a must and no compromised. Undoubt-
edly, his industry is in line with the gov-
ernment plan to provide employment 
and sustainable income for many. This is 
to ensure a sound and sustainable com-
petitive industry herewith and so forth.

Literature shows these nests contain 
methionine, also known as the ‘foun-
tain of youth’, which takes the accolade 

How Standards 
Contribute to 
Edible-Birdnest 
Industry in 
Malaysia

by Fadzilah A’ini Abdul Kadir @ Raden BSc.,D.V.M
MS Technical Working Groups for EBN

Figure 1: Edible Swiftlet Nests; 
Photo by David Bakewell

Figure 2: Edible-nest Swiflet; Photo by Ooi Kelantan
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for its properties in rejuvenating cells. 
The home produced edible birds-nest 
or EBN are not inferior to the ones from 
the caves. For those who have religiously 
consumed these nests, the glow in their 
complexions speaks volumes for its prop-
erties.

Intensive Ranching System

Why is the word ranching and not farm-
ing used in the keeping of wildlife? 

Farming is a form of captive breeding 
versus ranching is rearing of a specimen 
taken from the wild in a controlled envi-
ronment. Concerns for a sustainable and 
clean environment must be the primary 
adjunct in awarding licenses to these 
premises. A continuous interchange of 
the gene pool promotes conservation 
of natural habitats by giving it an added 
economic value.

These birds’ natural or modified prem-
ises is a ‘close-house’ system. A continu-
ous scrutiny of these ‘aviaries’ will ensure 
that they are sustainable, and driven on 
hand by relevant regulations. 

Any stress created by mismangement 
may predispose them to possible dis-
ease. Diligent husbandry practices must 
be a routine. The challenge for this indus-
try is to be proactive in demonstrating 
their commitment to sustainability, pro-
viding input into government regulatory 
policy and at the same time remaining 
economically viable. 

Statistics indicates that there are 80% 
urban premises compared with the peri-
urban, agriculture lands and caves as 
shown in the figure 3 below. 

Malaysia Standards (MS) 
roles in the Malaysian EBN 
Industry

To date, the Department of Standard Ma-
laysia has developed the following stan-
dards for use by the EBN sector:
i. MS 2334:2011: Edible-Birdnest (EBN) 

- Specification
ii. MS 2333:2010: Good Manufacturing 

Practice (GMP) for Processing Raw- 
unclean and Raw-clean Edible-Bird-
nest (EBN)

iii. MS 2273:2009: Good Animal Hus-
bandry Practices- Edible- Birdnest 
Swiftlet Ranching and Its Premises. 

iv. MS 2503:2012: Good Animal Hus-
bandry Practices- Edible- Cave Edible-
nest Swiftlet Ranching 

v. 09A016R0: Good Manufacturing Prac-
tice (GMP) for Edible-birdnest (EBN) 
product (public comment process)

Farm Accreditation Scheme

The Department of Veterinary Services 
has embarked on the SALT (Sistem Ama-
lan Ladang Ternakan Baik or Good Animal 
Husbandry Practices - GAHP) and Veteri-
nary Health Mark (VHM) quality assur-
ance schemes for farm and animal-based 
food processing plants for the latter to be 
in tune with trends in globalization. Man-

agement based on the GAHP guidelines 
addresses the problems of nuisance, dis-
ease and mismanagement.

MS 2273, This Malaysian Stan-
dard prescribes minimum require-
ments in ranching practices of 
edible-nest swiftlet. It relates to 
the establishment of good animal 
husbandry practice for continu-
ous improvement and sustainable 
production of its produce, whilst 
ensuring health, safety and com-
fort to both the operators and the 
birds, with no degradation to the 
environment

Adopting the MS 2273:2009 
and MS 2503:2012 

These two standards endeavours to de-
fine basic principles of animal manage-
ment. They serve as guide for the man-
made dwellings, for EBN ranching. With 
better control of the production inputs, 
this system of management has the po-
tential to customise good animal care all 
round. The guidance provided by these 
MSs for cave provides sustainability of 
birds and its production.

Disease detection and control pro-
grammes are parameters assessed by 
importing countries. SALT encompasses 
the guiding principal of the MS GAHP i.e 
husbandry, environmental control, bios-
ecurity and Sanitary and Phyto-Sanitary 
measures (part of halal requirement). 

The role of veterinarians is important as 
agent of change and as service providers 
or consultants to ensure that the GAHP 
system is successfully in place and main-
tained at the farms. The Department of 
Veterinary Services or DVS shall award 
SALT certificate upon succesful inspec-
tion or assessment. 

As for the wellness of the neighbours, 
one of the criteria spelt out in the GAHP 
guidelines for EBN is the birdcalls’ vol-
ume. The World Health Organization 
(WHO) Standard stipulates the noise level 
acceptance at 55db for daytime and 45db 
for nightime. In Malaysia the MS 2273 
strongly suggests 40dB set at 60°angle 
from the birdnests’ premises.

Figure 3:
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Animal Welfare

High standards of animal welfare are le-
gally important, having direct economic 
benefit and ensures that the animal in-
dustry has a place in the international 
arena. The following “freedoms” are 
recognized as criteria where misconduct 
against animals can be improved on: 

1 freedom from hunger and thirst

2 freedom from thermal and physical 
discomfort

3 freedom from pain, injury and dis-
ease

4 freedom from undue anxiety

5 freedom to display most normal pat-
terns of behaviour 

Most developed countries tend to use 
these as a tool to ban imports from less 
developed countries. The Malaysian 
Standards mentioned above comes in 
handy and timely to facilitate bilateral 

Figure 4: Inside the bird premise in man-made (photo and sit courtesy Isa from Johor) and inside the caves 
(courtesy Dr Lim Chan Koon, Sarawak)

Figure 5: (White-nest) sarang putih oleh Aerodramus mencengkam di sarang. 
Courtesy from: Dr. Lim Chan Koon

Figure 6: Concrete board bird premise (low-cost)

Figure 7: Brick bird premise, above garages, shoplots and heritage buildings Figure 8: in the caves (natural)
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negotiations where animal welfare issues 
challenges the traditional thinking of ani-
mal keep. 

It is obvious that the sufferings of 
ranched/farmed animals are not the re-
sult of sadism or cruelty but an extension 
of the attempt to minimise input in order 
to maximize profit 

The recommended practice however is to 
harvest only after the young has fledged 
the nest. Nests are harvested 2 to 3 times 
a year per pair of birds. The act of robbing 
the nest before the animal has a chance 
to lay its eggs exerts undue stress to the 
birds as they need spend additional time 
in nest building. 

Identification and 
Traceability

Food safety and traceability will become 
a non-negotiable part of trading livestock 
and their products and more so with the 
implementation of AFTA . Adequate trac-
ing of animals in the event of theft, out-
break of diseases, drug misuse or abuse is 
critical. Rapid traceability and impromptu 
identification of premises, contact hold-
ings and zone is essential for effective 
control of diseases and theft. Ideally 
there should be uniformity in traceability 

Figure 9: House raw-unclean EBN

Figure 10: Fake EBN nest and adulterated EBN nest

strategies within the animal fraternity. 

The Malaysian Standards adopted by the 
Department of Standards Malaysia (or 
STANDARDS MALAYSIA) which are suit-
able for traceability are:

1 ISO 11784 Radio-frequency identifica-
tion of animal-Code structure 

2 ISO 11785 Radio-frequency identifica-
tion of animal-Technical concept

3 ISO 3166-1 Codes for the representa-
tion of names of countries and their 
subdivisions Part 1 country code for 
Malaysia being 458 (Ist three (3) dig-
its) Followed by the application code 
one(1) digit 

Adopting Good 
Manufacturing Practice for 
Processing Raw-Unclean 
And Raw-Clean Edible-
Birdnest (EBN)- (GMP MS 
2333:2010)

This Malaysian Standard provides guide-
lines to EBN processors for the produc-
tion of quality and safe EBN for human 
consumption. The standard covers speci-
fications for house-raw-unclean EBN 
during the sorting, grading and packag-

ing stages. It also covers the production 
of raw-clean EBN from raw-unclean EBN 
which includes sorting, soaking, picking, 
removal of impurities, moulding, drying, 
grading and packaging of quality and safe 
raw-clean EBN (figure 9). 

In the future, processing facilities shall 
be awarded with the logo below if it 
meets the “09A016R0: Good Manufac-
turing Practice (GMP) for Edible-birdnest 
(EBN) product. This standard is currently 
at public comment stage (at the time of 
printing of this magazine). 

CAPTION: The processing facilities which have 
adopted this MS for their operations. Most of the 
operators are women and the task (of cleaning 
Edible-birdnest) is a tedious process. The Bidayu 
ethnic in Sarawak are said to possess the skills 

needed in executing this task.

Adopting Edible-Birdnest 
(EBN) – Specification MS 
2334:2010 

This standard prescribes the require-
ments for the grading of raw-unclean 
EBN and raw-clean EBN. Each product 
that has been inspected by a competent 
authority and are found to have comply 
with the requirements of this Malaysian 
Standard at the time of inspection shall 
be given approval as evidence of compli-
ance. 

The premises that produce raw EBN shall 
practise the requirements described 
in MS 2273:2009. The Malaysian legal 
framework implies that the product in all 
other aspects shall comply with the rele-
vant requirements of the legislations cur-
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Figure 11: Natural EBN from the caves and man-made dwellings.

rently in force in Malaysia. This is also to 
curb the sale of fake nest (figure 10 and 
11), which is rampant in the open market 
globally. 

CONCLUSION

As trans-boundary animal diseases have 
serious economic consequences, Malay-
sia has geared itself to meet these chal-
lenges in maintaining high quality animal 
health status and management standards 
in order to compete in the global EBN 
market. Disease detection and control 
programmes are parameters evaluated 
by the importing countries. As animal 
health status becomes a tool in deter-
mining conditions for animal trade, it is 

therefore of paramount importance for 
Malaysian exporters to adhere with the 
relevant quality requirements for animal 
health management standards in order 
to compete and sustain international EBN 
trade.

The revival of this organically home 
grown birds nest industry comes at no 
better time and its natural colour and 
fine texture mesmerizes all status quo. 
This high quality EBN churns big demand, 
as Malaysian products endorsed in tan-
dem with Malaysian Standard speaks 
volumes. Therefore, it cannot be denied 
that all EBN MS are firsts in the world – 
Accepted by Malaysians and Recognized 
by the World. 

Medical Tourism 
Facilities 
Accreditation 
Standards
When considering which foreign hospital 
to use, safe and high quality care is one of 
the primary concerns. With the growth in 
the number of medical tourism facilities 
such as hospitals, clinics and medical spas 
how does one decide whether they are 
safe and their medical staff well qualified.
 Some of these businesses are using 
techniques ranging from sophisticated 
enterprise seo (search engine optimiza-
tion) to show up for Google searches, 
to internet and traditional advertising. 
Patients, bombarded by promotional 
messages, are often forced to make im-
portant health care decisions based on 
information that may be likely to part of 
an ad or marketing campaign. Very little 
objective review information is available 
on most overseas services.
 To alleviate some of these concerns, 
international medical tourism facilities 
are requesting external certification by 
respected organizations that are known 
for effectively evaluating quality and 
safety issues.
 As you conduct your research into po-
tential medical tourism facilities look for 
those hospitals that offer:
• Certification from the most recogniz-

able accreditation organizations
• Have Western trained physicians and 

care teams
• Have affiliations with reputable, top-

tier U.S. medical provider organiza-
tions, facilities, and or teaching hos-
pitals

• Medical technologies that rival the 
top Western hospitals

• State of the art clinical information 
technologies

Medical tourism facilities accreditation 
is not only about improving how care is 
delivered to a patient, but also the qual-
ity of the care the patient receives. When 
medical tourism facilities, hospital or 
clinic, receive the stamp of approval by 
a recognized independent third party ac-
creditation organization, you will know 
that those medical tourism facilities have 
passed certain standards in regards to its 
medical ethics, safety, and the perfor-
mance of their medical personnel.

For more see: http://www.medicaltourismfacilities.

com/medical-tourism-facilities.html 
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“Lack of activity destroys the good 
condition of every human being, 
while movement and methodical 

physical exercise save it and preserve 
it.” 

Plato – philosopher, classical Greece

“To keep the body in good health is a 
duty, otherwise we shall not be able 

to keep our mind strong and clear.” 

Buddha – ancient sage whose teachings 
form the Buddhist religion

“An early-morning walk is a blessing 
for the whole day.”

Henry David Thoreau - American author, 
poet, philosopher

“The exercise addict has lost his 
balance: Exercise has become 

overvalued compared to elements 
widely recognised as giving meaning 

in a full life – work, friends, family, 
community involvement – in short, 

the fruits of our humanity.”

Richard Benyo - American journalist and 
veteran distance runner on the subject in the 

Road Runners Club of America 

Quotes
from the wise

Her regular daily routine consists of 
waking up, eating, training, taking a 

nap and training some more. “When 
somebody jokes that it sounds like 

a baby’s life with all that eating 
and napping, Pandelela bursts out 

laughing”.

Pandelela Rinong - Malaysia 2012 Olympic 
medallist 

And let’s be clear: It’s not enough 
just to limit ads for foods that aren’t 

healthy. It’s also going to be critical to 
increase marketing for foods that are 

healthy.

Michelle Obama - wife of the 44th President of 
the United States, Barack Obama

“He that takes medicine and neglects 
diet, wastes the skills of the physician.”

(Chinese proverb) 

If you are planning for a year, sow rice; 
if you are planning for a decade, plant 

trees; if you are planning for a lifetime, 
educate people.”

(Chinese Proverb) 
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special report

A wellness spa provides a secluded, relax-
ing, revitalizing environment and a range 
of services to promote and balance peo-
ple’s physical, mental, emotional, social 
and spiritual health. Wellness spa clients, 
or guests, expect “pleasure at leisure”. 

According to ISO 18513:2003, Tourism 
services – Hotels and other types of tour-
ism accommodation – Terminology, a 
“spa” is an acknowledged health resort 
with specific natural factors – natural 
remedies of the soil (such as a mineral 
spring), the sea, or the climate – some-
times complemented by appropriate 
health treatments. 

With the increasing popularity of well-
ness spas and a plethora of standards, 
ISO is working towards identifying the 
essence of wellness spa services by intro-
ducing a reference standard. 

Wellness 
Spas 
Indulging in 
high quality service

Health, disease and 
wellness 

Since 1947, the World Health Organiza-
tion (WHO) has stated: “Health is a state 
of complete physical, mental and social 
well-being, and not merely the absence 
of disease or infirmity.” The WHO defi-
nition focuses on the key ideas of well-
being and disease / infirmity.

However, the perception of health gen-
erally has disease / infirmity at its core. 
Healthcare is currently disease-oriented: 
prevention, control and treatment. This 
emphasis on the absence of sickness is 
negative and unsuitable for a dynamic 
programme to improve wellness.

Instead, though not measurable, the idea 
that there are gradations of health is un-
derstandable and gaining support.

A healthy individual is well-integrated 
in terms of physical structure and physi-
ological, mental, emotional and spiritual 
functioning. The completely healthy per-
son meets trouble with equanimity and 
has the time and inclination for sociabil-
ity and recreation. 

This positive perspective calls for not only 
the cure, alleviation or prevention of dis-
ease. Rather, it looks beyond to strive for 
the maximum possible physical, mental, 
emotional, social and spiritual efficiency 
for the individual, family and community.

Progress in science and medicine has led 
to better preservation of the body and 
less disease, yet mental, emotional, so-
cial and spiritual problems are often left 
untreated. 

In contrast, high-level wellness can never 
be achieved in fragments, ignoring the 

 This article first appeared in July-August 2012 issue of ISO FOCUS – The magazine of the International Organisation and is reproduced here with the permission of ISO Central Secre-
tariat (www.iso.org)
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unity of the whole. This special state of 
health comprises an overall sense of well-
being and sees mankind as consisting of 
body, spirit and mind and all dependent 
on the environment. 

This dynamic state is an ongoing process, 
not a static state reached and never con-
sidered again. 

Since there are degrees of wellness as 
there are degrees of sickness, wellness 
services should focus on identifying 
causes of wellness rather than causes of 
sickness.

Hospitals versus wellness 
spas

People seeking to ensure their own well-
ness can claim services for their physical 
well-being that are similar to medical ser-
vices used by patients in a conventional 
hospital. Although some hospitals can 
house both patients and wellness clients, 
offering them similar services and facili-
ties, plus their know-how, they are not 
preferred by wellness-seekers.

A hospital is a place to help patients suf-
fering from illness. Healthcare profes-
sionals use a wide range of medical tech-
nologies to manage the causes of disease 
or treat the physical symptoms. The main 
purpose is to maximize biological safety, 
get rid of the symptoms and eradicate 
pathogens. 

Some clinical interventions are painful. 
Patients are not allowed to do, or must 
avoid, many things to make sure that 
their disease will not recur. Their privacy 

“Healthcare 
professionals use a 
wide range of medical 
technologies to manage 
the causes of disease 
or treat the physical 
symptoms.”

and psychological security are limited 
according to the severity of the illness. 
Although hospitals can often extend pa-
tients’ lives, they rarely add quality of life 
to the years extended.

On the other hand, a wellness spa con-
centrates on improving the quality of life. 
Its approach is not to avoid all negative 
things or risk factors, but to focus on 
more positive things or pleasant factors. 
It provides a secluded, private, relaxing 
space that is ideal for quiet reflection. It 
is a place for everyone: healthy people, 
patients and the disabled. 

At a wellness spa, a practitioner of well-
ness philosophy / science, such as a mas-
ter of tai chi, yoga or meditation, can help 
clients to learn.

A wellness spa 
concentrates on 

improving the quality 
of life.

Repeatedly dissatisfied 
clients, in turn, reduce 

confidence and damage 
the industry.

An International 
Standard aims to 

improve wellness spa 
services.
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Cleansing programmes for body and 
mind include water treatments, manual 
treatments and detoxification. When cli-
ents feel clean, they tend to feel more 
positive. Appropriate skincare techniques 
include scrubs, masks, wraps and baths.

Massage and other treatments are used 
to help relax clients’ tensed muscles, re-
duce their mental / emotional stress and 
enable them to see view the world posi-
tively. Some techniques from traditional 
medicine are used to revitalize clients 
and restore their well-being. 

Aiming at rejuvenation, many well-
ness programmes provide modern and 
advanced healthcare within a holistic 
framework.

Varying service standards

As our appreciation of health, wellness 
and longevity grows, the wellness spa is 
gaining popularity. However, with the in-
creased diversity of wellness spas, there 
is a growing need to identify and encour-
age high-quality services, to create trans-
parency, to increase clients’ confidence 
and to promote exchange of information.

Wellness spas are often globally traded 
services and compete in both interna-
tional and national markets on the basis 
of quality and / or price. 

So-called “low-cost spas” can adversely 
affect the wellness spa industry by cut-
ting some of the essential services most 
clients expect. Repeatedly dissatisfied 
clients, in turn, reduce confidence and 
damage the industry.

Planned standard

ISO technical committee ISO/TC 228, 
Tourism and related services, working 
group WG 2, Health tourism services, is 
developing an International Standard 
which aims to define, establish, ensure 
the quality in, and to improve wellness 
spa services. This will enable these ser-
vices to be monitored and provide guide-
lines for selecting relevant and effective 
measurement methods.

Supol Sripan is 
Director General of the 
Department of Tourism 
in Thailand. He holds a 
Bachelor of Science in 
Engineering and a Master 
of Public Administration.

Dr. Tanin Sonthiraksa is 
leading the development 
of an ISO standard on 
wellness spas. He works 
at the Department 
of Medical Services, 
Ministry of Public 
Health in Thailand. Dr. 
Sonthiraksa holds a 
Diploma in Geriatrics 
and Gerontology and 
a Diploma in Clinical 
Preventive Medicine. 
He is also a member 
of the Thai Medical 
Council Board on Clinical 
Preventive Services.

About the author

BioSpectrum: Why is 
health tourism picking 
up in Thailand? (Dec 2012)

Thailand Board of Investment (BOI) 
is extending its complete support to 
transform Thailand into a medical 
hub in Asia. In this regard it is provid-
ing medical services, latest medical 
technology, medicine, and is further 
strengthening modern medicine, al-
ternative medicine and biotechnology. 
The Thai government is also extending 
its help and is confident that Thailand 
has outstanding fundamental struc-
ture in the medical field and the hu-
man resources are recognized to be 
of international standard. Thai medi-
cal services are renowned worldwide, 
resulting in a rapid growth in related 
industries such as spa, Thai massage, 
Thai herbs, serviced apartments. The 
promotion of Thailand as a hotspot 
for health tourism was reflected in the 
Thailand Medical Hub Export 2012. 
The event depicted the reaffirmation 
of Thailand and the Ministry of Public 
Health to show readiness and potential 
of the country to becoming an interna-
tional medical hub that is also afford-
able to both Thais and foreigners. 

According to Prime Minister Yingluck 
Shinawatra, the government has clear-
ly set a policy, which will to be imple-
mented from 2012-to-2016, to turn 
Thailand into a medical hub in four ma-
jor areas, including medical treatment, 
health promotion, traditional Thai 
medicine and alternative medicine, 
and health products, especially Thai 
herbs. Also, Public Health Minister Wit-
taya Buranasiri expects that this policy 
will bring in $26.12 billion (800 billion 
baht) in earnings in the next five years.

Read more at: http://www.biospectrumasia.com/
biospectrum/news/154759/why-health-tourism-
picking-thailand#.UZZpHspc2JI 

ISO/TC 228/WG 2 will ensure the new 
International Standard respects the prin-
ciple of cultural identity and cultural dif-
ferences.

The standard will be a much-needed and 
highly useful reference document for the 
wellness spa industry. More importantly, 
it will also help clients to differentiate 
when choosing wellness spa services 
worldwide.
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SPECIAL feature

Consumer Protection: 

Challenges and 
Opportunities In 
Product Safety 

Consumer product safety has improved 
a great deal over the past forty years, 
thanks to greater consumer awareness 
and engagement, standardization and 
better regulatory controls. However, in-
novation has added a new dimension 
to product safety concerns. Examples 
include Internet-based purchasing, new 
technologies, global supply chains, and 
proliferation of claims and labels.

ISO/COPOLCO will consider how these 
factors impact on product safety at its 
next annual workshop which will take 
place on 21 May 2013, dealing with in-
novation and consumer safety. The Malta 
Competition and Consumer Affairs Au-
thority (MCCAA) will host the workshop, 
along with the COPOLCO plenary and 
other meetings, during the week of 20-24 
May 2013 at the Grand Hotel Excelsior, 
near Valetta.

About the 
author

By Dana Kissinger-
Matray, Secretary of 
ISO/COPOLCO

New technologies provide some clear 
benefits for product safety. The Internet 
promotes traceability of products and 
comparability of their attributes, as well 
as easy price comparisons. Warnings 
about unsafe products reach consumers 
and regulators quicker.. New technolo-
gies such as Radio Frequency Identifica-

tion (RFID) permit more reliable sourcing 
for suppliers. Online rating services, in-
ternational online databases on recalled 
products, and secure payment systems 
are examples of innovations that support 
consumer product safety. 

However new technologies also raise 
challenges, especially in an increasingly 
“virtual”, international and intercon-
nected global market with complex sup-
ply chains. Unsubstantiated and unreli-
able sourcing together with other claims 
contributes to illicit trade in counterfeit 
goods and components. Even for bona 
fide and “safe” brands, the recent scan-
dal in Europe about the use of horsemeat 
rather than beef in processed foods high-
lights the vulnerability of labelling - and 
by all implication - sourcing and even 
food safety claims. After all, if it is horse-
meat today, could it be dioxin tomorrow?

The workshop participants will consider 
how these challenges and opportunities 
affect specific consumer product areas. 
The workshop caters to COPOLCO mem-
ber representatives and stakeholders but 
it is also open to the general public and 
such, all are welcome to join. To find out 
more, please contact Ms. Dana Kissinger-
Matray, Secretary of COPOLCO, at copol-
co@iso.org.
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Around the world, there is growing inter-
est in changing the way we take care of 
ourselves – not just our bodies, but also 
our minds, spirit, society, and planet. 
There is a growing impetus for a para-
digm shift, a switch from mere reactivity 
– trying to treat or fix our problems – to 
a proactive and holistic approach to ad-
dressing and prevent the root causes of 
our personal and societal ills. This is what 
the wellness movement is all about.  

Recognizing the opportunities that well-
ness presents for the spa industry, the 
Global Spa Summit has commissioned 
SRI International to conduct an in-depth 
analysis of the emerging global wellness 
market. The objectives of this study are: 
• To provide a rigorous investigation of 

the market and consumer forces driv-
ing the growth of wellness services 
and products. 

• To collect some of the first ever pri-
mary data from industry and consum-
ers about their views on wellness. 

• To highlight key areas of opportunity 
and intersection where the spa indus-
try can take advantage of growth and 
partnership opportunities in myriad 
wellness related sectors. 

• To provide recommendations on how 
spas – both as a collective industry 
and as individual business owners – 
can position themselves strategically 
to capitalize on growing wellness life-
style trends.

In the fields of economics and business, 
there is no clearly defined wellness in-
dustry, although there is an emerging 
sense that such an industry does exist 
and is growing rapidly. An easy way to un-
derstand the wellness industry is to view 
it on a continuum.

On the left-hand side of the continuum 
are reactive approaches to health and 
wellness – that is, mechanisms to treat 

or address existing illnesses or condi-
tions. Conventional medicine (which is 
sometimes called the ―sickness indus-
try) would fall on the left-hand side of 
the continuum. Addressing problems and 
curing diseases brings a person only to 
the middle, or neutral point, of the con-
tinuum. To the right-hand side are proac-
tive approaches to health and wellness – 
that is, things that enhance quality of life, 
improve health, and bring a person to in-
creasingly optimum levels of well-being.  

SRI has developed for this study a model 
of the wellness industry that includes 
nine industry sectors, and each sector is 
depicted along the wellness continuum.  
SRI estimates conservatively that the 
wellness industry cluster represents a 
market of nearly $2 trillion dollars glob-
ally. 

All of the wellness sectors have direct 
market interactions with the core spa in-

Excerpt of the Executive Summary Global Spa 
Summit, Spas and the Global Wellness Market: 
Synergies and Opportunities, 
prepared by SRI International, May 2010. Used with permission. 

dustry, and they present high potential 
opportunities for the spa industry to pur-
sue new wellness-oriented business ven-
tures, investments, and partnerships be-
yond the menu of products and services 
traditionally offered at spas.  

The consumer market for wellness is 
large and growing, and the potential 
market is even larger. There is also a large 
and growing younger generation of con-
sumers interested in wellness products 
and services, as well as a large, as-yet 
unstudied and untapped local market for 
wellness in Asia, Latin America, and other 
regions around the world.  In fact, SRI es-
timates that there are already about 289 
million wellness consumers in the world’s 
30 most industrialized and wealthiest 
countries. Like the wellness industry, 
wellness consumer segments can also be 
viewed on a continuum: 

Figure 1: The continuum concept used in this model of the wellness cluster is adapted from Dr. John W. 
Travis’ wellness-illness continuum.
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Defining Wellness
There are a number of rigorous and well-
thought-out definitions of wellness, devel-
oped over time by the leading thinkers in the 
field. In fact, it was the process of attempting 
to define, understand, and measure wellness 
during the 1950s-1970s that initially led to the 
propagation of the concept in the modern era. 
However, like the term ―spa, there is still no 
universally accepted definition of the word ―
wellness.

The World Health Organization’s definition of 
―health is a convenient, internationally rec-
ognized description that captures the broad 
tenets of wellness. This definition – adopted by 
the WHO in 1948 – was significant in the fact 
that it went beyond just the physical state of 
freedom from disease and emphasized a posi-
tive state of being that includes mental and so-
cial dimensions. It also laid the groundwork for 
much of the ongoing thinking about wellness in 
the mid-20  century.

Health is a state of complete physical, mental 
and social well-being and not merely the ab-
sence of disease or infirmity. Preamble to the 
Constitution of the WHO.

While recognizing that there are regional varia-
tions in the concept of wellness, several com-
mon threads stand out across the various defi-
nitions of wellness: 
• Wellness is multi-dimensional. 
• Wellness is holistic. 
• Wellness changes over time and along a 

continuum. 
• Wellness is individual, but also influenced 

by the environment. 
• Wellness is a self-responsibility. 

The decision of whether or how to use the 
word wellness in marketing is probably best 
left to individual businesses to decide, based 
on their own business strategy and customer 
base.

However, it would also be beneficial for the 
spa industry to start thinking and talking about 
wellness in a more coherent and harmonized 
manner. In the recommendations section of 
this report, we provide guidance on some core 
principles of wellness that could be adopted by 
the spa industry.  

Recommendations for Moving 
the Industry Forward 

1. Develop a harmonized understanding 
of wellness terminology and concepts 
in relation to the spa industry, to re-
duce consumer confusion. 

2. Promote and support ongoing conver-
sations on wellness in the spa industry 
(and with other wellness sectors) to 
keep abreast of a rapidly growing and 
changing wellness market. The Global 
Spa Summit and/or other regional/in-
ternational associations present ideal 
platforms and can organize ongoing 
wellness symposiums. 

3. Build a body of evidence-based con-
sumer research that connects spa to 
wellness. Consumer research spon-
sored by regional or country industry 
associations and focusing on wellness 
consumers within specific markets 
and regions would be of benefit to 
many spa stakeholders. 

4. Facilitate and publicize evidence-
based/scientific research on wellness 
approaches. For the conventional 
medical community to widely accept, 
recommend, and prescribe spa-based 
treatments, they will need to ―see 
the data  delivered by rigorously de-
signed clinical trials, and then see the 
data duplicated in additional, similar 
trials. 

5. Support new industry research to 
raise awareness of and attract invest-
ment in wellness opportunities. Such 
research areas may cover: financial 
benchmarks, best practices and case 
studies and spa industry size and eco-
nomic impact studies.

6. Connect with wellness-related public 
sector tourism and public health or-
ganizations to leverage their resourc-
es. The spa industry would be well 
served by seeking to forge a closer 
connection and dialogue with gov-
ernment agencies that are overseeing 
key wellness segments such as the 
global, regional and national tourism 
organizations and public health au-
thorities and medical research insti-
tutes..

7. Teach spa therapists to understand 
and promote wellness. The GSS and 
other industry organizations could 
work with major spa therapist train-
ing schools to provide guidance on 
new curriculum that would address 
wellness concepts and teach spa ther-
apists how to educate their custom-
ers in holistic wellness principles and 
behaviors. 

8. Educate spa management on wellness 
concepts and business savvy. Industry 
leaders could work more closely with 
the handful of spa management train-
ing programs/universities that exist to 
help shape the curriculum to reflect 
future market needs – for example, 
incorporating a wellness theory  com-
ponent into the coursework; provid-
ing additional education on trends 
and operational approaches in other 
wellness-related sectors (e.g., fit-
ness, medicine, corporate wellness, 
healthy aging/beauty, etc.); and pro-
viding more extensive coursework on 
business development, promotion, 
and marketing.

NOTE: Complete report can be viewed at http://www.sri.
com/work/publications/spas-and-global-wellness-market-
synergies-and-opportunities) 

HEALTH AND WELLNESS CONSUMER SEGMENT

Sickness Reactors, 
not active spa-goers

Wellness focused, 
moderate-to-active spa-goers

Periphery Mid-level Core

• Entry level  health and 
wellness consumers 

• Aspire to be more involved 
in health and wellness, but 
their behaviors do not yet 
follow their aspirations 

• Are mostly reactive rather 
than proactive when it 
comes to matters of health 
and wellness 

• Moderately involved in a health and 
wellness lifestyle 

• Tend to follow some of the trends 
set by the Core 

• Purchase large amounts of both 
conventional and health and well-
ness specific

• Products
• Still somewhat concerned with price 

and convenience, but also driven by 
knowledge and experience 

• Most involved in a 
health and wellness 
lifestyle 

• Serve as trendsetters 
for other consumers 

• Health and wellness is 
a major life focus for 
them 

• Driven by sustainability, 
authenticity, and local 
sources

Source: GMDC and The Hartman Group, Consumer Shopping Habits for Wellness and Environmentally Conscious Lifestyles 
Study: Insights for Health, Beauty and Wellness, September 12, 2009, http://www.pacific.edu/Documents/ schoolpharmacy/
acrobat/Consumer%20Shopping%20Habits%20for%20Wellness%20-%20Presentation.pdf 

About Global Spa Summit
The Global Spa Summit (GSS) is an international 
organization that brings together leaders  and 
visionaries to positively impact and shape the future 
of the global spa and wellness industry. Founded in 
2006, the organization hosts an annual Global Spa 
Summit where top industry executives gather to 
exchange ideas and advance industry goals. For more 
information on the Global Spa Summit, please visit: 
www.globalspasummit.org. 
 

About SRI International
Founded in 1946 as Stanford Research Institute, 
SRI International is an independent, non- profit 
organization that performs a broad spectrum 
of problem-solving consulting and research and 
development services for business and government 
clients around the world. More information on SRI is 
available at: www.sri.com.
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SPECIAL REPORT

7th ANCO 
Workshop
ABOUT AP COPOLCO

Introduction / Background

More than half of ISO members are from 
developing countries (including Asian de-
veloping countries). However, the stan-
dards and standardization process does 
not seem to enjoy active involvement 
from developing country members – in 
the form of convenors, secretariatship 
and membership in ISO’s technical man-
agement board and council for example. 

Many developing country members of 
ISO maintain only corresponding or sub-
scriber membership in the ISO policy 
development committees: the ISO Com-
mittee on Developing Countries or ISO 
DEVCO, ISO Committee on Consumer Pol-
icy or ISO COPOLCO and ISO Committee 
on Conformity Assessment or ISO CASCO.

There are many reasons why develop-
ing countries are unable to participate 
effectively and actively in international 
and regional standardization activities. 
The challenges lie in human resources, 
technical capacity and funding. Other 
challenges come from language as many 
of the standards are written in English 
and translated to other widely spoken 
languages such as French, Spanish and 
German.

Some stakeholder groups participate far 
less than others – sometimes absent alto-
gether. Among these stakeholder groups 
are the consumer stakeholders. 

Consumers need to make informed choic-
es on their purchases and standards fulfill 
consumer’s rights to information, among 
others through labeling, certification and 
testing. The inputs from consumers as 
the end users with regards to safety is-

sues, environmental concerns and service 
quality problems have proved valuable 
in enhancing the relevance of standards 
in improving safety and performance of 
products, services and infrastructure.

Their inputs add value to many laws and 
policy development activities. In Ma-
laysia consumer inputs have improved 
protection of children in the case of toys 
and baby feeding bottles. Consumer rep-
resentatives with necessary knowledge 
and technical capacity to represent con-
sumers’ interest in technical fields and 
standardization have increasing role in 
societal well being.

The 7th ANCO workshop is aimed at pro-
moting the understanding among NSBs 
on the importance of balance stakehold-
er participation in standardization – with 
a focus on consumer participation.

Among the reasons often cited for the 
lack of participation by consumers (or 
their representatives) in international 
standards are:

• lack of awareness on the importance 
of consumer inputs in the develop-
ment of standards;

• lack of knowledge and understanding 
on standards development process: 
national, regional and international;

• lack of funding to participate at ISO/
COPLOCO events or to become a co-
convenor for different task group en-
gaged in standard development; and 

• lack of support from national stan-
dards bodies to encourage consumer 
participation in standard and stan-
dardization activities.

The reasons above has been emphasized 
time and again at many meetings to im-

prove consumer participation in the de-
velopment of standards; namely at ISO 
COPOLCO (International Organisation for 
Standardization – Consumer Policy Com-
mittee) meetings and workshops. 

About the Asian 
Network for Consumer 
(ANCO) Participation in 
Standardization and the 
Pacific Island Countries 
Standards and Consumer 
Network (PICSCN)

About ANCO

ANCO was established to strengthen con-
sumer representation and empower con-
sumer representatives in the developing 
countries and emerging economies of 
Asia in areas related to standards devel-
opment activities. ANCO plans to achieve 
this, among other objectives, through 
positive and mutually beneficial engage-
ment with national standards bodies in 
Asia or their nominated representatives. 

The primary functions of the ANCO are 
to:

• Continuously enhance Asian consum-
er voice (namely from the developing 
Asian countries) in international and 
regional standards development such 
as APEC and ASEAN.

• Provide venue to share best practices 
among members

• Address issues of concern and how 
standards can help promote devel-
opment or enhancement of current 
standards.
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The first workshop was held in Tokyo in 
2007, addressing issues related to Ac-
cessible Design. Subsequent workshops 
were held in Kuala Lumpur since 2008. 

ANCO workshop themes:

Year Theme

2007 Accessible Design

2008 Product Safety

2009 Accessible Design

2010 Product Safety

2011 Product Recall

2012 APEC PSIISS - workshop

2013 Consumer Participation in 
Standardization

About Pacific Island Countries 
Standards and Consumers 
Network (PICSCN)

The Pacific Island Countries Standards 
and Consumers Network (PICSCN) was 
established on 17 May 2012 at the 34th 
ISO COPOLCO meeting which was held in 
the Fiji.

The ISO COPOLCO meeting was hosted 
by the Ministry of Industry and Trade, Fiji 
and supported by the Consumer Council 
of Fiji. 

The PICSCN was mooted at the Asian Net-
work for Consumer Participation in Stan-

dardization Meeting (ANCO) which was 
held on 14 May 2012 in conjunction with 
the 34th ISO COPOLCO meeting events.

The focus areas for PICSCN are:
i. Standards and standards develop-

ment 
ii. General Consumer Protection
iii. Metrology

The aim of the PICSCN is to:
1. Raise the awareness among consum-

ers, industry and government on the 
importance of standards, consumer 
protection and sound metrology in-
frastructure

2. Inform Pacific Island Countries’ poli-
cies related to standards, consumer 
protection and metrology

3. Enhance capacity of different stake-
holders to advance standards, con-
sumer protection and sound metrol-
ogy infrastructure in the Pacific Island 
Countries

Birth of AP COPOLCO

The Asia and the Pacific Consumer Policy 
Council or AP COPOLCO was an outcome 
of the 34th ISO COPOLCO Plenary and 
related events - May 2012 in the Fiji. At 
the plenary, the resolution to extend the 
ANCO (or Asian Network for Consumer 
Participation in Standardization) to in-
clude the Pacific Island Countries Stan-

dards and Consumers Network (PICSCN) 
was approved. 

Thus the AP COPOLCO (ANCO and the 
PICSCN) was established; to advance 
consumers’ interests in national, regional 
and international standardization. 

Objectives of AP COPOLCO

1. Raise the awareness on the impor-
tance of standards, consumer protec-
tion and sound metrology infrastruc-
ture among all stakeholders. 

2. Inform Asian developing countries’ 
and Pacific Island Countries’ policies 
on standards, consumer protection 
and metrology. 

3. Enhance capacity of different stake-
holders to advance standards, ac-
creditation, consumer protection and 
metrology in the Asian developing 
countries and Pacific Island Countries. 

Organization Structure of the AP COPOLCO

As a first timer, I must admit that I re-
ally enjoyed it. I appreciate the great 
insights provided by other participants 
from Southeast Asia and the sharing of 
knowledge and experiences. It was a 
great honour to be among these impor-
tant people from neighbouring coun-
tries who share ideas on standards de-
velopment and implementation. 
 In my opinion, the workshop has 
succeeded in conveying the message 
that consumers’ participation at the 
early stages of standards development 
is crucial to ensure that at the end of the 
day, we would come up with standards 
that are workable and usable for all. It 
was accepted that consumers and NSBs 
alike should equip themselves with per-
sonnel and technical skills and knowl-
edge for a meaningful involvement in 
standards development and implemen-
tation. 
 Personally, I hope that user par-
ticipation will be further enhanced in 
future standards development and im-
plementation in Malaysia particularly 
the health sector which is my field of 
interest. Warmest thanks to the ANCO 
secretariat’s hard work and effort, and 
the outstanding contributions from the 
participants which made the workshop 
a great success.“

Thank you. 
Sincerely, 

Dr. Maizura
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7th ANCO Workshop

7th workshop was held from April 23 to 
April 24, 2013 in Kuala Lumpur.

• Theme:
 Promoting Balanced Stakeholder Par-

ticipation in Standardization (with fo-
cus on consumer participation)

• Participants (sponsored):
 Lao DPR, Kingdom of Cambodia, Viet 

Nam, Myanmar (1 from NSB and 1 
from consumer interest body) and 
Malaysia

• Speakers:
 Madam Fadilah Baharin (Represent-

ing Mr Rob Steele), Mrs.Dana Kiss-
inger-Matray, Mrs.Ainal Fatiha Mohd 
Noor

The objectives of the workshop are to:
• identify ACTION AREAS which will 

effectively promote or improve con-
sumer participation and ensure its 
continued implementation (sustain-
ability). 

• identify roles and contribution by AP 
COPOLCO to support the objectives 
above 

A total of 15 participants from 5 coun-
tries attended the workshop. 

Participants from countries other than 
Malaysia were from national standards 
body and consumer interest representa-
tives (nominated by national standards 
bodies of the respective countries). 

Malaysian participants were mainly 
from the regulatory agencies especially 
from the Ministry of Health Malaysia, 
Road Safety Department Malaysia, De-
partment of Standards Malaysia, Energy 
Commission and National Pharmaceuti-
cal Control Bureau.

Outcome of the 7th 
ANCO Workshop: 
Recommendations and Way 
Forward

The secretariat was successful in getting 
the targeted participants for this work-
shop. The resources persons i.e Madam 
Fadilah Baharin, Mrs. Dana Kissinger-
Matray and Mrs Noraiza Abdullah were 
excellent in sharing the following subject 
matter with the participants; respective-
ly: 
• International Standardization - How 

Developing Countries Can Improve 
Standardization; 

• ISO COPOLCO and Consumer Partici-
pation in Standardization; and

• Good Standardization Practices- De-
veloping Country Perspective 

The positive outcome is evident from 
the response given by participants. They 
realize the importance of standards – es-
pecially international standards in trade 
and public health and safety. They were 
able to express the importance of con-
sumer participation in standardization to 
improve consumer protection and move-
ment of safe goods and services in do-
mestic markets – especially.

Challenges to enhance their participation 
in international standards (IS) develop-
ment activities and to promote partici-
pation of consumer representatives or 
other stakeholders in the IS or national 
standards process come from two areas: 

1. Human Resources (training) and 

2. Financial Resources 

Further discussions throughout the 2-day 
workshop allowed participants to real-
ize and emphasize the importance of top 
level commitment and appropriate laws 
to advance participation of their country 
in IS processes and to put in place good 
standardization practices. 

They recall the principles of good stan-
dardization practices as outlined in the 
World Trade Organization (WTO) guide-
lines i.e: transparency; openness; rele-
vance; and consensus among others. 

Another issue which was often raised was 
the language barrier. As many reference 
materials are available in English, it is dif-
ficult to get them translated to the local 
language – especially if it is a technical 
document such as specification or test 
methods. 

On behalf of BSN -Indonesia, we would 
like to express our appreciation and spe-
cial thanks to you and your team, who 
organized the ANCO workshop very well. 

We are very pleased with the discussion 
topics and inputs from all speakers and 
participants. 

“Improving consumer participation in 
national and international standard de-
velopment is essential to enable con-
sumers to benefit from standardization. 

Therefore, consumer education is critical 
to create awareness and responsibility in 
standard development and implemen-
tation. This will lead to developing bet-
ter consumers who are able to protect 
their interests related to safety, security, 
health and convenience”.

Thank you 
and best regards, 

Dewi Odjar & Rubana,
BSN, Indonesia

I participated at the 7th ANCO Workshop in 
Kuala Lumpur and thank the organisers for 
this opportunity which is very meaningful 
and useful for my work at Viet nam Stan-
dards and Quality Institute.
 My comments about the workshop are 
as follows:
• Workshop provided the necessary in-

formation about standardization and 
explained the benefits of standardiza-
tion to stakeholders

• See the importance of standards for de-
veloping countries 

• Benefitted from the sharing and ex-
change of knowledge and experience 
about standardization between con-
sumer protection associations and na-
tional standards bodies 

• See the benefits and the importance of 
stakeholder participation in the stan-
dardization process

• The ways enhance to participation of 
stakeholders in the standards develop-
ment process

• Communicating with consumer pro-
tection associations help understand the 
essential elements to improve customer 
participation in standardization activities in 
other countries.

Thank you very much.
Best regard
Thu phuong

Viet nam Standards and 
Quality Institute
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Consumer organization representatives 
seem to be far more challenged in terms 
of technical capacity than NSBs and find 
it difficult to interpret technical require-
ments relevant to consumer protection. 

The NSBs and consumer organization / 
representatives however, are not totally 
detached from carrying out activities to 
promote importance of standards or par-
ticipating in national standards develop-
ment activities. Participants view limited 
budget as a major challenge to expand 
current activities in supporting balance 
stakeholder and consumer participation 
in national standardization activities. This 
contributes to current programmes’ lack 
of continuity and visibility. Current activi-
ties are carried out on piece-meal basis; 
as and when funds are available or when 
government agencies organize the rel-
evant sessions (workshops, conference, 

seminars, small group discussions, con-
sultations etc). Some of these activities 
are carried out with partial funding from 
government or through public-private 
partnerships. 

The resource persons especially Mrs 
Dana Kissinger-Matray shared the tools 
developed or provided by ISO to keep 
cost of participating in international stan-
dards activities low. She also highlighted 
best practices which have been published 
by both ISO COPOLCO and ISO DEVCO – 
related to good standardization practices 
and promoting consumer representation 
in standardization. 

Madam Fadilah Baharin emphasized how 
the ASEAN Committee on Consumer 
Protection or ACCP can be used by con-
sumer protection agencies in the ASEAN 
member countries to influence the work 
of ASEAN and its Consultative Committee 
on Standards and Quality - ACCSQ. 

ANCO’s action area as expressed by par-
ticipants focuses on addressing:

1. Human Resources in terms of: tech-
nical capacity, standards develop-

ment skills / knowledge, personnel 
capacity; through workshops, semi-
nars, conferences, TOTs, summits etc. 
These according to participants allow 
users of standards to come together 
to gain knowledge and ideas:

• to be implemented at the national 
level to improve standards devel-
opment process and 

• to facilitate developing country 
representatives’ participation in 
international and regional stan-
dards - effectively

2. Communication – sharing and ex-
change information and knowledge 
related to standards (International, 
regional and national) on: specific 
economic area, consumer protection 
policies updates through website. 
Participants expressed the need to as-
sign a ‘national focal / contact point’ 
to facilitate dissemination of informa-
tion at local and regional level. These 
contact points may form a committee 
to further support information dis-
semination and exchange.

Firstly, I would like to thank to your Or-
ganization for all the arrangements of 
workshop. As soon as returned to work 
I shared what I gained from the ANCO 
workshop with my staff and colleagues. 
The presentations from all the speakers 
are very relevant to the situation of our 
developing countries.
 From the presentation titled: “How 
developing countries can improve Stan-
dardization?”, we got a lot of information 
and knowledge on ISO and information 
for developing countries to improve stan-
dardization.
 From the presentation “Good Stan-
dardization Practices Developing Coun-
try- Perspective”, we gained what are the 
good standardization practices referred 
by WTO-TBT agreement for National Stan-
dardization Development. These are very 
useful to our department because all our 
activities need reference to good practic-
es.
 From the presentation of the Sec-
retary- ISO COPOLCO, we know more 
about COPOLCO and area of interests 
and impacts of consumer participation 
in standardization. We also have better 
knowledge of the ISO Project Committees’ 
activities and resources websites. 

 A l t h o u g h 
Myanmar is be-
ing a correspond-
ing member of 
COPOLCO, we 
still see opportu-
nities to cooper-
ate with COPOL-
CO as a member. 
Therefore, I have 
assigned a group 
for studying ISO website and will send rel-
evant information to our higher manage-
ment.
 The lead coordinator’s presentation 
provided many knowledge concerns with 
history, birth, mission, objectives and ac-
tivities of AP COPOLCO. The round-table 
discussion and cooperation, allowed us to 
share many information, experiences and 
ideas.
 The experience from the ANCO work-
shop is very useful as it reinforces and 
refreshes our steps towards the estab-
lishment of our NSB. Thanks and long live 
Standards User.

Dr. Zar Ni Aung
Myanmar

“My name Sa-
rorng Mok from 
Consumer Asso-
ciation of Cam-
bodia. I appreci-
ate the work of 
ANCo especially 
the workshop 
that was held on 
23-24 April 2013 
in Kula Lumpur 
Malaysia. 

It provided a lot of information on the 
topic of Promoting Balanced Stakehold-
er Participation in Standardization. The 
workshop provided so much informa-
tion on the importance of consumers’ 
role in standards to improve quality of 
products and services.

At first I felt hesitated to say” Yes” to the 
importance of consumer participation 
in standardization. But after the pre-
sentations from all the speakers I can 
certainly say “Yes” without a doubt or 
reservation. 

What I really love about this workshop is 
sharing, by each of the participants who 
were willing to share what they know 
relevant to the topic for the group dis-
cussion and the presentation from par-
ticipating countries. 

The information will be a great as-
sistance to consumers if they 
can access it as often as possi-
ble.” 
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the
newsroom
Theme related news

BANGKOK - The 6th GeoSpa AsiaSpa India 
Awards were held at the Kingdom of Dreams, 
Gurgaon, on 29th April to celebrate the Spa 
and Wellness industry. Thailand bagged the 
“Best Spa Destination (Asia)”, Reader’s choice 
Award voted by the readers of the AsiaSpa In-
dia Magazine, which is the most popular spa 
and wellness magazine in India. Ms. Runjuan 
Tongrut, Director of the Tourism Authority 
of Thailand, received the award on behalf of 
Thailand. Also in attendance at the awards 
ceremony was the Ambassador of Thailand 
to India, H.E. Pisan Manawapat. The AsiaSpa 
awards set a benchmark for originality and 
acknowledge the finest contributions made 
to the budding wellness industry. Apart from 
being a pioneer in this industry and the only 
spa awards in the region, the validation pro-
cess is conducted by the reputed audit firm 
Grant Thornton. 

Source: http://www.traveldailynews.asia/news/
article/52272 

The Malaysian healthcare industry is experi-
encing steady growth so far in 2013, rapidly ex-
panding to meet the needs of society. In 2012, 
the domestic healthcare market was valued 
at US$2.25 billion and is estimated to grow to 
US$3.65 billion within six years’ time. Certain 
subsectors in particular have been highlighted 
such as medical tourism, specialist hospitals 
and private medical insurance. BizHive Week-
ly speaks to several specialists in the field to 
gauge the outlook of the industry. 

Source: bizhive@theborneopost.com

As a rapidly urbanising country, Malaysia is fast 
catching up in various sectors that play a crucial 
role in society. One such segment is the health-
care sector, whereby its services are required 
at all stages of life. Birth, life, disease and even 
death require the aid of medical practitioners 
and equipment at some point in time. In Malay-
sia, the sector is rapidly expanding to meet the 
needs of an ever-expanding society. In 2012, 

the Malaysian healthcare market was pegged 
to be worth US$2.25 billion and will grow to 
US$3.65 billion by 2018, representing a cumula-
tive annual growth rate (CAGR) of 8.4 per cent 
within those six years.

Source: http://www.theborneopost.com/2013/05/12/
private-healthcare-sector-sees-healthy-
growth/#ixzz2TM97JUIb 

BORNEO POST ONLINE:- Private healthcare 
sector sees healthy growth
May 12, 2013, Sunday

Catching up on private healthcare provision

Travel News Daily - 
Thailand wins Best 
Spa Destination 
Award (Asia) at 6th 
GeoSpa AsiaSpa 
India Awards 2012-
2013; 
Theodore Koumelis 
- 08 May 2013, 10:19
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As the tourism sector gets more specific 
in its needs, so too has the industry it-
self carved out specific niches to fulfill 
the various wants and needs of tourists 
on a global scale. Certain sectors have 
blossomed from these wants, such as 
medical tourism, halal tourism, agri-
tourism as well as MICE tourism.
 BizHive Weekly takes an in-depth 
look at these growing sectors showing 
promise in taking the country to a whole 
new level of growth. Tourism has always 
been an important economic contribu-
tor in the country approximately luring 

25 million tourists or RM60.6 billion in 
2012 with expectations to further in-
crease in tandem with the country’s 
ambitions. Taking into account the lu-
crative nature of the industry, the tour-
ism sector is rapidly evolving with niche 
markets taking the forefront.
 The country is now no longer depen-
dant on conventional tourism pulls but 
rather branching out into specific niches 
or tourism sub-sectors that target spe-
cific audiences to lure in tourist as well 
as potential investors.

BORNEO POST Online - 
Forays into niche tourism subsectors
Source: bizhive@theborneopost.com. May 5, 2013, Sunday

Thai Government, in its medical hub 
plan, will serve as a facilitator for 
private hospitals, helping them to 
improve their medical services to 
foreign visitors seeking health care in 
Thailand.

Public Health Minister Pradit Sintha-
wanarong stressed that the Govern-
ment would ensure that the plan 
would not affect the availability of af-
fordable health care for Thai people.

Speaking in the weekly program 
“Yingluck Government Meets the 
People,” Minister Pradit said that the 
medical hub plan involves mainly the 
operations of private hospitals, while 
state hospitals still focus on medi-
cal services for Thai nationals. So the 
plan should not adversely affect Thai 
patients, and the Government would 
not spend national funds on private 
hospitals.

One million foreign visitors visited 
Thailand for health care

Bangkok Dusit Medical Services 
(BGH), the country’s largest hospi-
tal group, is second largest hospital 

South China Morning Post 

Ayurvedic Spa 
Trend
May 7, 2013
The regional director of Hong Kong’s 
Peninsula Spa, Sharon Codner, says 
awareness about Ayurveda’s health 
benefits has grown as a result of in-
creased tourism to India. Spa gurus, 
including Deepak Chopra, have also 
helped spread the word.
 “Spas worldwide have incorpo-
rated a fusion of Western and Eastern 
therapies due to the potency of the 
traditional treatments,” says Codner. 
“Ayurvedic therapies are destined to 
increase by 60 per cent as people be-
come more aware of alternative health 
and well-being.”
 The Peninsula Spa in Kowloon has 
offered Ayurveda-influenced treat-
ments since it opened in 2006. A fu-
sion of Ayurvedic and Chinese prac-
tices, these therapies go well together 
given the strong overlap in the basic 
principles of each. The spa has seen a 
steady increase in the uptake of these 
treatments since last year and is now 
promoting its Ayurvedic half-day pro-
grammes.
 Earlier this year, Spa Finder maga-
zine identified authentic Ayurveda ther-
apies as a top trend for 2013. But it’s 
hard to understand how a 5,000-year-
old system of healing is suddenly seen 
to be in vogue…..
Source: http://www.scmp.com/lifestyle/health/
article/1231496/ayurvedic-spa-trend 

Thailand Business News - Medical Hub 
Plan Focuses on Private Hospitals
Posted May 14, 2013

Source: http://www.theborneopost.com/2013/05/05/
forays-into-niche-tourism-subsectors/#ixzz2TMAxuQqC 

group in Asia-Pacific excluding Japan. 
Apart from serving as the facilitator, 
he said, the public sector would help 
boost the image of the country in terms 
of medical advances. The medical hub 
policy would encourage health estab-
lishments in Thailand to improve their 
health services to higher standards. 
This will enhance the competitiveness 
of Thailand, as well. 

Source: http://www.thailand-business-news.com/
health/45904-medical-hub-plan-focuses-on-private-
hospitals.html 
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Name of product: Currey & Company 
Chandeliers
Hazard: Defective wiring can conduct electricity to the chande-
liers’ metal parts, posing an electric shock hazard to consumers.

Name of product: Land of Nod Plush 
Dollies
Hazard: The hands on the plush dolls can detach, posing a 
choking hazard to young children.

pulled from the

SHELVES
USCPSC and other regulators have 
issued the following recall notices. 
The relevant government agencies 
in Asia developing countries are 
urged to obtain more information 
in order to ensure that such haz-
ards in similar (if not same) prod-
ucts do not pose risk to consumers 
in their respective jurisdictions.
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Name of product: 2012 Huffy® 20-Inch 
Slider Tricycle
Hazard: The handlebar can unexpectedly loosen while in 
use, causing the rider to lose control. This poses crash and 
fall hazards for the rider.

Name of product: Buckyballs and 
Buckycubes high-powered magnet sets
Hazard: These products contain defects in the design, warn-
ings and instructions, which pose a substantial risk of injury and 
death to children and teenagers.

For updates on the status of these recalls please visit : 
http://www.standardsusers.org/standardsusers/

Name of product: Baby 
high chairs
Hazard: The front opening between 
the tray and seat bottom of the high 
chair can allow a child’s body to pass 
through and become entrapped at the 
neck. This poses a strangulation haz-
ard to young children when the child is 
not harnessed.
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fresh
out of the box

MS 2528:2013 - Dried seaweed from Carrageenophyte – 
Specification
This Malaysian Standard prescribes the quality specifications, grade, safety requirements and methods 
of analysis and sampling for dried seaweed from Carrageenophytes, mainly from the Kappaphycus spp. 
and Eucheuma spp.

MS ISO 26866:2012 - Road vehicles - Brake lining friction 
materials - Standard wear test procedure for commercial vehicles 
with air brakes (ISO 26866:2009, IDT)
This Malaysian Standard applies to commercial vehicles with air brakes in the categories M2, M3, N2, 
N3,O3, and O4, as specified in UNECE R.E.3. This Malaysian Standard applies during product develop-
ment, product prototypes, product specification or validation, and ongoing series production.

MS 1156:2012 - Baby pacifiers - Specification (First revision)
This Malaysian Standard specifies requirements for materials, construction, design, performance, pack-
aging and marking for baby pacifiers.

MS 1044:2012 - Household insecticide products - Mosquito 
vapourising mat - Specification (Second revision)
This Malaysian Standard specifies chemical, physical and biological efficacy requirements and sampling 
for mosquito vapourising mat.

MS 735:2012 - Plastics feeding bottles - Specification (Third 
revision)
This Malaysian Standard specifies the requirements for plastics feeding bottles.

[ MS ]
Malaysian 
Standard 
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TC 34 Food products / SC 17
ISO/TS 22002-2:2013 - Prerequisite programmes 
on food safety -- Part 2: Catering
ISO/TS 22002-2:2013 specifies the requirements for the design, imple-
mentation, and maintenance of prerequisite programmes (PRPs) to assist 
in controlling food safety hazards in catering. ISO/TS 22002-2:2013 is ap-
plicable to all organizations which are involved in the processing, prepa-
ration, distribution, transport, and serving of food and meals and wish 
to implement PRPs in accordance with the requirements specified in ISO 
22000:2005, 7.2. The scope of ISO/TS 22002-2:2013 includes catering, air 
catering, railway catering, banquets, among others, in central and satellite 
units, school and industry dining rooms, hospitals and healthcare facilities, 
hotels, restaurants, coffee shops, food services, and food stores.

Upcoming ISO
Standard [ ISO & IEC ]

TC 122 Packaging / SC 4
ISO 18603:2013 - Packaging and the environment -- Reuse
ISO 18603:2013 specifies the requirements for a packaging to be classified as reusable and sets out procedures for 
assessment of meeting the requirements, including the associated systems. The procedure for applying this Interna-
tional Standard is contained in ISO 18601.

TC 34 Food products / SC 16
ISO 21572:2013 - Foodstuffs -- Molecular 
biomarker analysis -- Protein-based 
methods
ISO 21572:2013 provides general guidelines and performance 
criteria for methods for the detection and/or quantification 
of specific proteins or protein(s) of interest [POI(s)] in a speci-
fied matrix. These general guidelines address existing antibody 
based methods. Methods other than those described in Annex 
A or Annex B can also detect the POI. The same criteria as out-
lined in ISO 21572:2013 apply generally.
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events
in malaysia

upcoming

Seminar on MS ISO 50001:2011 Energy Management Systems
8 November 2012, Hilton Hotel, Kuching, Sarawak

An effective energy management programme will save energy, lower utility operating costs, maintain or improve opera-
tions, and support an organisation’s environmental commitment. Thus, the objectives of this seminar are to provide an 
understanding of the importance and relevance of MS ISO 50001 from the aspect of general principles, concepts and 
requirements; and to create awareness and share knowledge in the implementation of Energy Management Systems. The 
seminar is open to all industries and would be of great interest and would especially benefit to Senior Management, direc-
tors and managers of organisations and agencies; Industry professionals and engineers from the environment and energy 
sectors and Government agencies. 

National Forum on Malaysian Standards on Light Emitting Diodes 
(LEDs)
5 November, Sabah
6 November, Sarawak

The environmental and energy saving concerns are driving the global take-up of energy-efficient bulbs. A new light source 
named light emitting diodes, or LEDs or solid-state lighting solutions promise many benefits including long life, low energy, 
minimal maintenance and flexible lighting output. This forum is aimed to create awareness and promote usage of Malay-
sian Standards (MS) related to LEDs and to provide a platform for discussion amongst the relevant stakeholders with regard 
to LEDs.

Seminar on Malaysian Standards for 
Edible Birdnest Industry
4 December 2012, Hilton Hotel, Kuching, Sarawak
6 December 2012, Sutera Harbour Hotel, Kota Kinabalu, Sabah

Malaysia is one of the major edible-birdnest exporters in the market. Howev-
er, with the tighter control imposed by some country such as China, Malaysian 
edible-birdnest exporters must be fully equipped with the vital knowledge 
that could face any challenges in this industry. Therefore, this seminar aims 
to provide some updated information on the latest development pertaining 
edible-birdnest and swiftlet ranching and minimum requirements and proce-
dures on MS and the industry as well as export market.
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diary
updates
Mark Your Calendar

Upcoming ISO Meeting

MAY / JUNE 2013
22-23 May 2013 La Valetta (Malta) 34th ISO COPOLCO Plenary 

and meeting events
Fire safety

23 May 2013 Stockholm (Sweden) TC 145/SC 2 - Safety 
identification, signs, shapes, 

symbols and colours

Fire safety/Fire containment

3-5 June 2013 Berlin (Germany) TC 44/SC 3 - Welding 
consumables

Safety of toys

3-5 June 2013 Paris (France) TC 46/SC 9 - Identification 
and description

Cosmetics

3-7 June 2013 San Francisco (USA) TC 173/SC 1 - Wheelchairs Personal safety -- Protective clothing 
and equipment / Respiratory 
protective devices

25-26 June 2013 Arlington (USA) TC 58 Gas cylinders

29 June - 1 July 2013 Saitama (Japan) TC 34/SC 17 Food products / Management systems 
for food safety

Upcoming Standards Event In Malaysia

MAY / JUNE 2013
14 May 2013 Cameron Highlands, Pahang Seminar on Malaysian Standards for Plastics Piping for Water 

Supply 

18 June 2013 Auditorium SIRIM Berhad, 
Shah Alam Selangor

Workshop on Application of MS 2505 : 2012 Guidelines for 
Sampling of Household Solid Waste 

11 June 2013 STANDARDS MALAYSIA, 
Cyberjaya

Skim Akreditasi Makmal Malaysia (SAMM) Forum
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World Standards Day 2013 - 
Take part in the World Standards Day 2013 poster competition!

IEC, ISO and ITU are launching a competition open to everyone, to design a poster illustrat-
ing the 2013 World Standards Day theme: INTERNATIONAL STANDARDS ENSURE POSITIVE 
CHANGE

The designer(s) of the best poster will win 1,500 Swiss francs, with the three runners-up 
receiving 500 Swiss francs each.

Below you will find the World Standards Day 2013 message explaining this year’s theme, as 
well as some examples of previous World Standards Day poster competitions.

You can follow the World Standards Day poster competition on Twitter and Facebook, and 
these channels will later provide details on the procedure to vote for your favourite design.

FAQ:

• Who can take part in the competition?
 Anyone.

• How can I enter the competition? 
 To enter the competition send your designs in .jpg or .png format to the 

following e-mail address: wsdposter@itu.int (total attachment should not 
exceed 20Mo). Submissions will be accepted until midnight, 10 June 2013.

• What are the basic requirements for the submitted designs?
 Find the specifications at http://www.worldstandardscooperation.org/

Specification%20for%20WSD%202013%20poster.pdf 

Good Luck!


