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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
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Introduction

The objective of this document is to set minimum requirements for language-learning services. This
document uses the term 'learning services' rather than 'training' in order to encourage a focus on the
learner and the results of the learning process, and to emphasize the full range of options available for
language learning.

The aims of the document are

a) toimprove transparency and enhance the credibility of the language-learning services market;

b) fo protect consumers by preventing prejudicial practices;
c) foimprove the quality of language learning for all interested parties.

Entiffies interested in using this document will include language-learning serviceproviders of all kinds
and any size, as well as associations or consortia of language-learning service providers.

This|document is necessary because although in some countries the(quality control aof language-
learn)ing services is well established, the standards applied vary greatly and in many other countries
therg¢ is limited or no regulation.

This|document incorporates the broad interdisciplinary expertise of various organisation§ involved in
stanglardization - quality assurance, educational technology,programme evaluation, secopnd language
acqujsition and applied linguistics, at both national and intérnational levels.

© IS0 2020 - All rights reserved v
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INTERNATIONAL STANDARD ISO 29991:2020(E)

Language-learning services — Requirements

1 Scope

This document specifies requirements for language-learning services. These include any language-
learning services that are addressed to language learners themselves as well as to interested parties
who are acquiring the services for the benefit of learners. The key features of any such service are that
the goals of learning are defined and evaluated, and that it involves interaction with the |earner. The
instrjuction may be delivered face-to-face, be mediated by technology or be a blend of both.

In cases where the language-learning services are provided by an organization that'delivgrs products
(goofls and services) or other learning services in addition to language-learning-services, thiis document
only japplies to language-learning services.

2 Normative references

Therge are no normative references in this document.

3 Terms and definitions
For the purposes of this document, the following terms.and definitions apply.
ISO gnd IEC maintain terminological databases forse in standardization at the following dddresses:

— ISO Online browsing platform: availableat https://www.iso.org/obp

— IEC Electropedia: available at http://Www.electropedia.org/

3.1
assessment
<language-learning services>( gathering of language data to determine the language gbility of an
individual language learner er’group of learners

3.2
authientic material
<language-learning'services> material not originally produced for language-learning purposes but for
purploses of real.leommunication

3.3
award
<langlrdge-learning services> designation given by a language-learning service provider to|a learner, in
order to indicate a level of performance or attainment, or the completion of a learning programme

3.4
blended learning
combination of face-to-face learning with e-learning

[SOURCE: ISO/IEC 2382-36:2019, 3.1.5, modified.]

3.5
competence
<language-learning services> ability to apply knowledge and skills to achieve intended outcomes

[SOURCE: ISO/IEC 17024:2012, 3.6, modified.]

© IS0 2020 - All rights reserved 1
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professional development

ongoing intentional enhancement of professional knowledge or of professional competence

3.7
curriculum

<language-learning services> plan of study prepared by the language-learning service provider which
describes the aims, content, learning outcomes, learning and teaching methods, and assessment

processes

3.8

e-learning
learning fac

[SOURCE: IS

3.9

evaluation
<language-l
possible adj

3.10
language-l¢
processes o}

3.11
language-ld
LLSP

organizatio
the provisi

3.12
learner
<language-l

3.13
learning
<language-l
understand

3.14
learning en
classrooms,
furniture an

3.15
sponsor

01:1

litated by information and communications technology

0/1EC 24751-1:2008, 2.18]

parning services> systematic gathering of information in order toymake decisions 4
Istments to the language-learning service

barning service
 sequence of activities designed to enable language leariing

tarning service provider

or individual providing language-learning services, including any personnel involv
of the language-learning service

barning services> person engagéd,in language learning

barning services> acquiring knowledge, behaviour, skills, values, preference

ng in the language demain

vironment
multimedia~rooms and other physical spaces used for language learning, as w¢
d equiptnent they contain

bout

ed in

or

12]

11 as

<language-learning services> organization or individual that acquires language-learning services on
behalf of learners, provides financial or other support for them, or has a vested interest in the outcome
of the language learning

Note 1 to entry: Sponsors include corporations, government agencies and persons.

3.16
teacher

person whose job is to provide instruction and facilitate learning, whether in an educational institution
or professional training environment

© IS0 2020 - All rights reserved
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4 Determining language-learning needs

4.1 Designated and qualified LLSP personnel shall determine the learner’s or sponsor’s language-
learning needs.

4.2 Where relevant and available, national or international frameworks for proficiency in language
learning shall be referred to when determining the learner’s and sponsor’s needs.

NOTE See Annex A for examples of national and international frameworks.

4.3 [The needs analysis shall include:
a) the assessment and analysis of the learner’s language-learning needs, including;

i) the desired language skills (e.g. reading, writing, listening, speaking), the desired level of
competence in the language and the time frame, i.e. the goal of the lapguage learnipg;

ii) the purposes for which and contexts in which the learner needsto use language| outside the
course (e.g. socially, in the domain of work or study);

b) 4ssessment of the learner’s existing level of competence in(the language being thught using
lechniques such as internal tests, third-party tests or self-asséssment;

c) reference to the LLSP’s definition of language competence‘levels (see 3.4);

d) identification of other aspects of the learner’s background and situation which may |bear on the
]lfarner’s language-learning needs (e.g. age, firstlanguage, cultural, educational and professional
ackground, language-learning history, literacy:level, cognitive and physical abilities).

4.4 | Information shall be provided showing the equivalence of the LLSP’s definitions |of language
competence levels with a widely known_national or international scale and indicating how these
competence levels relate to the goals of:ifistruction.

NOTH See Annex A for examples,of scales of proficiency for language learners.

4.5 | Information about learners' relevant education and training history and prior learning, including
langyiage qualifications and\credentials awarded to them, shall be obtained and used with the legitimate
consent of the learners,

4.6 | The specific.aims, wishes, goals and requirements of sponsors commissioning the language-
learrling service\shall be determined.

4.7 | Whererelevantand feasible, learners shall be provided with the support they need in understanding
theirjown‘language-learning needs and goals.

4.8 Where relevant and feasible, learners or sponsors should be consulted as to how they expect the
language skills, competences and awareness developed as a result of the language-learning service
to transfer to the learners' work-related tasks and responsibilities, and about what the sponsor will
consider to be indicators of success.

4.9 An agreement shall be reached between the LLSP and the learner or sponsor on the findings of the
needs analysis, and on the nature and intended goals of the language-learning service that would best
meet the learner’s or sponsor’s needs.

4.10 Learners or sponsors shall be given information about the available learning services that
correspond to their needs, including about aspects such as outcomes, certificates as applicable,
scheduling, teacher selection, class size, curriculum, method and cost.

© IS0 2020 - All rights reserved 3
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4.11 Teachers shall be fully informed about the findings of the needs analyses relating to the learners
placed in their courses.

5 Design of the language-learning services

5.1 The language-learning and teaching methods and learning materials used and the modes of
learning (e.g. classroom, blended learning, e-learning, autonomous or Al-enabled platforms) shall
correspond to the aims and requirements of the curriculum and shall meet the agreed goals (see 4.10),
as well as the needs, background and situation of the learners. The materials shall be accurate in terms of
content.

5.2 The specific aims and planned outcomes of the language-learning service selected to meet the
needs of leafners and, where applicable, of sponsors shall be clearly specified and communicated to the
learners or their sponsors and to teachers.

5.3 The principles, learning and teaching methods and the modes of learning to be‘used shall al§o be
specified anfl made known to the learners and, where applicable, their sponsors:

5.4 The rqles and responsibilities of the LLSP, the learners and their sponsors relating to the delLvery
of the langyage-learning services and to the monitoring and assessntent of learning shall be clearly
specified.

5.5 A curriculum and means of assessment reflecting the jntended goals of the language-learning
service (see[4.9 and 4.10) shall be designed and developed.

5.6 Curridqulum design and development shall be carriéd out by professionals who are experiencgd or
trained in the design and development of curricula fox; language-learning services.

5.7 Inthe|design of language courses, the follewing shall be taken into account:

a) the background and situation of the learners [see 4.3 d)];

b) thelanguage-learning needs and language-learning goals of the learners or sponsors;
c) thelanguage(s) that learners-have previously acquired or studied;

d) the chafacteristics of thetarget language and, where necessary, the characteristics of the learjners’
first language;

e) the proposed intensity and duration of the course, and the mode and context in which it is to be
delivergd (e.g. classroom learning, blended learning, e-learning, or autonomous and Al-enabled
platforrms);

f) bestpractice and [atest research in language [earning and teaching.

5.8 The learning goals and curriculum documents shall be made available to learners and, where
applicable, to their sponsors prior to and during delivery of the language-learning services.

5.9 The teachers, including those not permanently or exclusively employed by the LLSP shall
implement in their teaching the language teaching principles and methods specified by the LLSP.

5.10 The LLSP shall ensure that the curriculum and learning materials are reviewed, internally or
otherwise, at least annually and, if necessary, are updated.

4 © IS0 2020 - All rights reserved
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6 Teachers appointed by the language-learning service provider

6.1 LLSP teachers shall be one of the following:

a) experienced and have a qualification or training in teaching a foreign language that is recognized
within the country where the LLSP offers its services;

b) experienced and have a tertiary degree combined with a recognized professional qualification to
teach the target language that was awarded in another country;

c) novices without the type of qualification or training specified above. Novice teachers shall have
flecessary language teaching capabilities, shall undergo training and shall worj under the
gupervision of experienced language teachers with recognized qualifications or trainit|g.

NOTH Professional qualifications can be recognized by, for example, a governmental,authority| an industry-

created self-regulatory body or an accredited university or college. In the absence of Guch recogmnition bodies,

profejssional qualification can be deemed acceptable by those LLSPs in the country-providing c
langy

6.2

to un

6.3
a)

b)
‘)

d)
e)
f)

NOTH

6.4

of th
deve

6.5

are available, and that such teachers are guided in the preparation and delivery of the less

age in question.

All teachers, including novice teachers, shall have the necessary coempetence in the tar
dertake the language teaching and related duties assigned to thein.

All teachers shall engage in continuous professional dev€lopment covering at least the

pedagogic principles, best practice and current research in language teaching meth
language learning relevant to the curriculum;

¢ultural and intercultural competences relevant to the target language and teaching cd

ﬁarning and teaching competences, and-use of aids and resources relevant to the
including instructional and informational'technologies;

¢ompetence in classroom managenient;
gssessment procedures for language learning;
the maintenance and enhancement of their competence in the target language.

See Annex B for-details of a sample competence grid for language teaching.

The continuoQis)professional development plans shall take into account the results of th
e language:learning service (see 9.2) and teachers’ own views about their continuous
opmentareéds.

[f-substitution is required, arrangements shall be made to ensure that qualified teach

burses in the

bet language

following:

bdology and

ntext;

curriculum,

e evaluation
professional

brs (see 6.1)

bns they are

asked to teach.

7

Availability and accessibility of language-learning materials

7.1 Language-learning materials that are compatible with the learning and teaching principles and
methods and with the course objectives shall be selected or developed by the LLSP as required.

7.2 These language-learning materials shall be available to learners in sufficient quantity, and learners
or their sponsors shall be guided in the acquisition of those that are needed.

7.3 The language-learning resources shall include, but not be limited to, authentic materials which are
up-to-date and reflect current usage of the language being learned.

© IS0 2020 - All rights reserved
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7.4 The language-learning resources shall include materials that are adapted to the needs of the
learners, and compatible with the language-learning and teaching principles and methods specified by
the LLSP.

7.5 The social and cultural needs, as well as the background and situation of the learners, shall be
considered when selecting, designing and using language-learning materials.

7.6 In addition to language-learning resources, access or guidance shall be provided concerning
other relevant language-learning materials such as, but not limited to, dictionaries, reference tools and
computer-assisted language-learning resources.

7.7 The ldarning resources and information relevant to the language-learning service shallthe llnade
available to the teachers before delivery of the language-learning service.

7.8 LLSP feachers and learners shall be informed of relevant rules about the photocépying and yse of
printed and|digital material.

NOTE Mpny countries have strict rules about copyright and the reproduction andse of printed and digital
materials or arrangements for licensing the controlled use of such materials by LLSPs»These rules could apply to
materials deyeloped by the LLSP based on already published works.

7.9 The spurces of language-learning resources used or developed by the LLSP shall be properly
indicated.

7.10 Teach|ng aids and equipment that correspond to the regfuirements of the type of language-leafning
service and the approach and method being used shall be inade available to LLSP teachers and leafners
and kept in good order.

NOTE Tdaching aids and equipment can include*audio equipment, video equipment, projection deyices,

information fechnology equipment and teaching toels such as flip charts, flash cards, models, puppetf and
whiteboards

8 The language-learning environment

8.1 The lan[lguage-learning environment shall be:

a) large emough to accomniodate the number of learners enrolled in the groups as well as [their
teachers;

b) laid out|in such away as to facilitate interactive language learning, taking into account the nedds of
the learpers coucerned;

c) welllit aridyclean;

d) heated or cooled if necessary, and well ventilated;

e) protected or insulated from noise interference.

8.2 The necessary safety facilities and equipment shall be put in place and maintained, and potential
safety hazards in the learning environment shall be minimised. Procedures for dealing with emergencies
and security issues shall be made known to teachers, other personnel and learners.

9 Assessment of language learning

9.1 Prior to the beginning of the course, an assessment shall be made of the learner’s existing level of
competence in the language being taught [see also 4.3 b)].

6 © IS0 2020 - All rights reserved


https://standardsiso.com/api/?name=0932f3f3ef4a1e238e339924989f0196

IS0 29991:2020(E)

9.2 The progress of learners participating in the language-learning service shall be assessed during
the course, and their achievement shall be measured at the end of the course. See 4.3 b) for examples
of assessment processes. The outcomes of assessments of progress and achievement shall be discussed
with the learner.

9.3 Learners or, where applicable, their sponsors shall receive reports or certificates informing them
of the processes and results of assessments.

9.4 Learners who require specific assistance with learning shall, where possible, be given support by
experts in the relevant field.

10 Evaluation of the language-learning service

10.1] Regular evaluation shall be carried out in order to determine whether!the langu
service is meeting the needs of the learners and, if applicable, their sponsgps;’and whetl
satisfied with the service.

10.2| Such evaluation shall include:

a)
b)

)

observation of teaching and learning for quality-assurance piirposes;
feview of the results of the assessment of learning (see9.2 and 9.3);

gnalysis of learners’ and sponsors’ feedback on the quality of the language-learning {
their suggestions.

10.3| The results of such evaluations shall be taken into account in improvements and ch
langyage-learning service, for example, in the curriculum, course programmes, the metho
and ¢ontinuous professional development.

11 Promotion and advertising of language-learning services

11.1] To enable learners or their sponsors to make an informed decision before enrolment
delivery of the language-learning service begins, at least the following information related t

hge-learning
ner they are

ervices and

hnges to the
dology used

, and before
b the service

bnt modes of

shall|be provided:

a) the title, leveland aims of the language-learning course(s);

b) dlates, location, duration and timetable;

c) the proposed number of hours of instruction and how these are divided between differ¢
llearning (e.g. classroom learning, blended learning, e-learning);

d) course objectives;

e) any prerequisites, technical or otherwise, such as a required level of language proficiency;

f) the language-learning and teaching principles and methods and the assessment processes to be
used, with an explanation in terms which are understood by the LLSP’s clients;

g) maximum group size and the age range of students;

h) any software licenses and technical equipment required by the learners;

i) the cost of tuition fees, examination fees, the purchase of learning materials and any other charges;

j) cancellation, withdrawal and refund arrangements;

© IS0 2020 - All rights reserved
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cy for enabling learners to audit or observe courses before enrolment;

satisfaction, and for handling their requests, suggestions and complaints;

m)

experience and background.

the means and procedures used for obtaining feedback about learners’ and their sponsors’

information about the general profile of the teachers, such as their teaching qualifications, teaching

11.2 The information shall be distributed via relevant channels of communication, which may include

the internet,

telephone, meetings, mail and e-mail.

11.3 Atthe
updated and

11.4 All de
versions, sh

11.5 Designated LLSP personnel shall be available to provide enrolment consultation and informat

time of publication, the information shall be accurate. The information shall be continu
, where necessary, provided in print or digital versions.

scriptions and images in information and publicity, including any digital and-internet-}
hll give a realistic and current view of the learning services and facilities offebéd.

12 Infor
their sp

Commencin
their sponsg
as specified
a) the pur
instrum

o}

SOrs

b with, or prior to, delivery of the language-learning service, learners or, where applig
rs shall be informed in writing of the details, terms and conditions of the learning se
in 11.1, as well as, for example:

pose(s), mode and content of the language-learning services being provided, includin
ents and criteria to be used for assessment, and the nature of the award or report
pon completion;

uage learners' commitments and-responsibilities;

hers’ responsibilities tothe’learner, and where applicable, the sponsor;

cedures to be usedsin-ease of learner or sponsor dissatisfaction, or disagreement bet}
d the LLSP;

for languagé€ledarning, such as access to self-directed computer-assisted language lear
b, counselling services, dictionaries, reference books or mentoring;

resses-and schedule for assessing learning;

ation about the language-learning services for énrolled learners and

P's commitments and responsibilities to the learner and, where applicable, the sponsor;

busly

ased

ion.

able,
rvice

o the
to be

iveen

ning,

issued U
b) the lang
c) thelLLS
d) the tead
e) the pro

them ar
f) support

a hotlin
g) thepro
h) theLLS
i)

P's‘designated contact person(s);

procedures for complaints, suggestions and dispute resolution.

13 Invoicing

13.1 Invoices for language-learning services shall be clear and contain all the details needed to enable
learners or, where applicable, their sponsors to understand precisely what is being paid for and what
period of time is covered by the invoice.

13.2 The LLSP shall provide the learner or sponsor with proof of payment if requested.
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Annex A
(informative)

Examples of scales of language proficiency for learne

European Union

rs

The
(htty

Lommon European Framework of Reference for Languages: Learning, Teaching, Assess
s://www.coe.int/t/dg4/linguistic/Cadrel_en.asp) developed by the Council of~Europ

proc
stan
inter

a)
b)
c)

The §
of de

1

1

q

The
foun
http:

gituations and domains of communication.

bss of scientific research and wide consultation, the CEFR provides a practicakto6l for
lards to be attained at successive stages of language learning and for evaldating ou]
nationally comparable manner. It describes in a comprehensive manner;

he competences necessary for communication;

he related knowledge and skills;

llustrative descriptor scales and other descriptors related to the CEFR are available ix
scriptors at https://www.coe.int/t/dg4/education/elp/elp-reg/cefr scale_EN.asp.

LEFR has been translated into at least 39 languages. Details are available in a documer
l under ‘language versions’ at
/www.coe.int/t/dg4/linguistic/publications. EN.asp?#P109_3569.

A.2
The 4

a)

L

I
\

publications/guidelines-and-manuals/actfl-proficiency-guidelines-2012

USA

American Council on the Teaching of Foreign Languages (ACTFL) has developed:

\CTFL Proficiency Guidelifies® 2012: these provide descriptions of what individuals
anguage in terms of speaking, writing, listening and reading in real-world situat
vritten narratives stpported by multimedia examples can be found at: https://wwj

nent (CEFR)
e through a
betting clear
comes in an

a databank

tto be

fan do with
ions. These
w.actfl.org/

b)

n

btandards for~Faereign Language Learning: these are “content standards” defining wh
arners should know and be able to do. An overview can be found at: https://ww

at language
w.actfl.org/

ublicatiens/all/world-readiness-standards-learning-languages

CTFL{Performance Descriptors for Language Learners 2012: these describe language f

erformance

hiabis the result of explicit instruction in an instructional setting. They can be found

at: https://

www.actil.org/publications/guidelines-and-manuals/actil-performance-descriptors-language

learners

Interagency Language Roundtable (IRL) (https://www.govtilr.or): Descriptions of proficiency.

The proficiency levels 0, 1, 2, 3, 4 and 5 characterize spoken-language use. Each higher level implies
control of the previous levels' functions and accuracy. The designation 0+, 1+, 2+ and so on are assigned
when proficiency substantially exceeds one skill level and does not fully meet the criteria for the next
level. The “plus-level” descriptions, therefore, are subsidiary to the “base-level” descriptions.

These descriptions can be found at: https://www.govtilr.org/Skills/IRL%20Scale%20History.htm
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A.3 Australia

Australia’s Adult Migrant Education Services (AMES) uses the International Second Language
Proficiency Rating (ISLPR) which provides ratings from 0 (no English) to 5 (natural speaker) for each of
the four language skills areas: speaking, listening, reading and writing. An outline description can be
found at: https://www.govtilr.org/SKkills/ILLRscalel.htm

A.4 China

Chinese Language Proficiency Scales for Speakers of Other Languages (CLPS) is a guideline document for

teaching Ch
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of learners' [ability to use their knowledge of and skills in the Chinese language for communieatipn. It
is an important basis on which the language proficiency of learners of Chinese can be measuréd| The
scales can sprve as a reference standard for drawing up a syllabus for teaching Chinese to speakgrs of

other langua
of Chinese.

A.5 Japan

ges, for compiling Chinese textbooks and for assessing the language proficiency of learners

The JF Stanglard for Japanese-Language Education defines levels of language proficiency in Japgnese
by describing what a person can do in the language. It is a tool for thinking about Japanese language

teaching an
and develop

pdf/jfs2010]all_en.pdf.

learning and the evaluation of learning outcomes. It cartalso be used for designing coyirses
ng learning materials and examinations. A descriptionis available at: http://jfstandard.jp/
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