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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) are worldwide federations of national standards bodies (ISO member bodies and IEC

Nationa

| Committees). The work of preparing International Standards is normally carried out through

ISO and IEC 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 or IEC, also take part in the
work. [$0-eeHaberatescloselyrwith the nterpatignal Hlectrgtechnical Commission (il on matte

of elect
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Introduktion and/or on the ISO list of patent declarations received (see www.iso.org/patents).

Any tra

constityte an endorsement.

For an
express
World T
URL: w

rotechnical standardization.

cedures used to develop this document and those intended for its further maintenance arg¢
bd in the ISO/IEC Directives, Part 1. In particular the different approval criteria needed for th¢
t types of ISO documents should be noted. This document was drafted in accordance with th¢
1 rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

n is drawn to the possibility that some of the elements of this document may be the subjec
nt rights. ISO and IEC shall not be held responsible for identifying any’ or all such paten
Details of any patent rights identified during the development of the\doCument will be in th¢

de name used in this document is information given for the convenience of users and does no

explanation on the voluntary nature of standards, the' meaning of ISO specific terms and
ions related to conformity assessment, as well as information about ISO's adherence to th¢
rade Organization (WTO) principles in the TechnicabBarriers to Trade (TBT) see the following
ww.iso.org/iso/foreword.html.

This do

This th
technic

The ma

— me
pad

— clar

— Con

— content added.on Tecycling and second-hand goods;

— imy

— add

Cument was prepared by the ISO Committee.6n Consumer Policy (COPOLCO).

rd edition cancels and replaces the second edition (ISO/IEC Guide 14:2003), which has bee
hlly revised.

n changes compared with the pfeyious edition are as follows:

14

tion of new purchase information labelling tools (e.g. QR codes or RFID tags), available on thg
lkaging of the product;

ification of the relationship with ISO/IEC Guide 37, ISO/IEC Guide 41 and IEC 82079-1;

sideration of théproduct information needs of vulnerable persons;

rovedtredtment of risk, sustainability and privacy issues;

ition.of new clauses on performance and conditions of use and dependability considerations;

— deletion of obsolete content on purchase information bodies and purchase information systems.
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Introduction

018(E)

Product information for consumers is a vital part of any consumer product or service. Improving the
quality of information increases the ability of consumers to make an informed purchasing choice. It
helps to minimize the risk of incorrect or inappropriate purchases or contracts. Consumer uncertainties

are reduced and consumer satisfaction is increased. Those who supply a high standard of

product

information, taking into consideration the needs of vulnerable consumers, enhance their commercial

reputation and save time and money, by reducing enquiries, complaints and returns.

This document addresses the following:
+ committees preparing standards for consumer products and related services;

1+ consumer product designers, manufacturers, technical writers, marketers, graphicartists o
engaged in the work of drafting such information;

1+ other bodies such as enforcement agencies or consumer ombudsmen.

The primary purpose of this document is to provide guidance to those responsible for drafting 1

roducts and their related services. However, it can also assist these-who write purchase info
e.g. suppliers), as well as enforcement authorities.

spects of product information can vary in various jurisdictions and/or industry stand
echnical specifications. Suppliers can establish, implement/and maintain a procedure to iden
pplicable laws and regulations of the countries where.the consumer products and related sery

anufactured, imported, distributed and sold, in orderto ensure that applicable legal requirem
taken into account.

A number of methods can be used (individuallyor in combination) to provide information to coq
gbout products and related services, in ordeffto accommodate varying levels of ability:

1+ written or printed;
1+ online;
1— verbal.

Dnline information is inereasingly used by consumers for pre-purchase research and decision-1

individual consumerproducts and related services, and even more so for groups of consumer
and related services.

Ir others

hational

r international standards on what information prospective purehasers require and expect for

Ffmation

ards or
tify the
ices are
bnts are

sumers

haking.

oducts

There is considerable.scope for further standardization in the field of product information in}l(?rms of
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Products and related services — Information for
consumers

1 Scope

his document provides guidance on the provision of information concerning products allnd their

elated services intended for consumers. It outlines general principles and recommendat

ons for

¢content, methods, formats and designs enabling consumers to compare and choose consumer products

and their related services prior to purchase.

Normative references

here are no normative references in this document.

Terms and definitions

or the purposes of this document, the following terms and definitions apply.

SO and IEC maintain terminological databases for use in{standardization at the following addrgsses:

ISO Online browsing platform: available at https&//www.iso.org/obp

IEC Electropedia: available at http://www.eléctropedia.org/

rcustomer satisfaction> expression of*dissatisfaction made to an organization, related to its product

or service, or the complaints-handlitig process itself, where a response or resolution is expljcitly or
mplicitly expected
Note 1 to entry: ISO 10002 prayvides information on complaints handling in organizations.

SOURCE: IS0 9000:2015; 3:9.3, modified — Note 1 to entry has been added.]

2

onsumer

ndividual member of the general public purchasing or using property, products or services for|private
burposes

cts (3.3)

3.3

consumer product

product designed and produced primarily for, but not limited to, personal use, including its components,

parts, accessories, instructions and packaging

[SOURCE: ISO 10377:2013, 2.2]

© ISO/IEC 2018 - All rights reserved
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3.4

consumer redress
compensation for economic harm (3.7), whether in the form of a monetary payment (restitution,
damages, or other form of relief) or a conduct remedy with a restorative element (exchange of a good

or serv

ice, specific performance or rescission of a contract)[SOURCE: OECD Recommendation on

Consumer Dispute Resolution and Redress[35], modified.]

3.5

cooling-off period

period

of £ £all vz i lnrn-n during ay hich o ~opcrimay (2 9 oo changn hic or hapy ot d o

return t

guarantee

warrar
written

to repalilr, refund or replace the product or related service within a specified period of time, if it is not o

a specif

3.7
harm
injury g

[SOURC

3.8
hazard
potenti

[SOURC
3.9

instrudtions for use

Pa SR 2 R R 2]
P CITIC TOTIO W ITT SO POt CIIa ST oL 1itg,— vy ITtCTr —CORSHHRET &) coalir CIIatrg CIrs SfF—RerFHa—ahs

he purchase

ty
assurance issued to the purchaser of a product or related service by its supplier (3(19), promising

e

ied quality

r damage to the health of people or damage to property or the enironment

E: 1SO/IEC Guide 51:2014, 3.1]

1 source of harm (3.7)

E: [SO/IEC Guide 51:2014, 3.2]

informdtion provided by the supplier (3.19) of a product to the user, containing all the necessary
provisigns to convey the actions to be perforimed for the safe and efficient use of the product

3.10

label

item, atfached to a consumer product (3.3) (if practicable) or its packaging which displays information
related o one or more charaeteristic(s) of the consumer product

3.11

life cycle

consecytive and interlinked stages of a product (or service) system, from raw material acquisition of
generatjon fromynatural resources to final disposal

Note 1| to, entry: The life cycle stages include acquisition of raw materials, design, production,
transportation/delivery, use, end-of- life treatment and final disposal.

[SOURCE: ISO 14044:2006, 3.1, modified — The words “(or service)” have been added to the definition;
Note 1 to entry has been added.]

3.12

marking

symbols, pictograms, warnings, logos, or inscriptions on the consumer product (3.3), label (3.10) or

packagi

ng to identify its type, which can also include short textual messages

© ISO/IEC 2018 - All rights reserved
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3.13

purchase information

information that describes the physical or functional aspects of a product which is given to a consumer
prior to the purchase of a product to allow informed choice

EXAMPLE Function; price; physical characteristics; warnings; safety aspects; expected life; storage; safe
disposal; sustainability; unique features; service information.

3.14
residual risk
isk (3.15) remaining after risk reduction measures (3.16) have been implemented

SOURCE: ISO/IEC Guide 51:2014, 3.8]

15
isk
ombination of the probability of occurrence of harm (3.7) and the severity of thatharm

ote 1 to entry: The probability of occurrence includes the exposure to a hazardous situation, the occurrence of a
azardous event and the possibility to avoid or limit the harm.

SOURCE: ISO/IEC Guide 51:2014, 3.9]

16

isk reduction measure

rotective measure

ction or means to eliminate hazards (3.8) or reduce risks{(3.15)

XAMPLE Inherently safe design; protective devices; personal protective equipment; information for use
nd installation; organization of work; training; application of equipment; supervision.

SOURCE: ISO/IEC Guide 51:2014, 3.13]

17

afety data sheet
ocument that provides information on the properties of hazardous chemicals, how they affect health
nd safety in the workplace and how to manage the hazardous chemicals in the workplace

SOURCE: ISO/TR 13329:20%2,°3.29]

18

econd-hand goods
oods or compongnts/parts that have been in service (leased, loaned or owned) and that are re-g¢ntering
market for sale,léase or use by a second or later end user

ote 1 to entry: For the purposes of this document, products that are rebuilt, refurbished or remanufactured
ithin thé context of the WTO concept paperl[34] are not considered to be second-hand goods.

otel 2(to entry: Second-hand goods do not include those goods that are sold for the first time but ¢an have
efieiencies or imperfections which can also be referred to as “seconds”.

[SOURCE: ISO 20245:2017, 3.7, modified — Note 2 to entry has been added.]

3.19
supplier
organization or person that supplies a consumer product (3.3) or provides a service

EXAMPLE Designer, producer/manufacturer, importer, distributor, or retailer of a product or service.
Note 1 to entry: In a contractual situation, a supplier is sometimes called “contractor/vendor”.

[SOURCE: I1SO 10377:2013, 2.24, modified — The words “that provides a service” have been replaced by
“that supplies a consumer product or provides a service” in the definition; the words “or service” have
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been added in the Example; the original Note 1 to entry has been deleted; the term “contractor” has

been re

3.20

placed by “contractor/vendor” in the Note to entry.]

vulnerable consumer

consumer who, either temporarily or permanently, is at greater risk (3.15) of harm (3.7) from products
or systems, due to age, level of literacy, physical or mental condition or limitations, or inability to access
product safety information

Note 1t

[SOURC

is” havebeen added; Note to entry has been added.]

4 Pu

4.1 Opjective of purchase information

The ovdrall objective of purchase information is to provide information to consumers that will enablg

them t

assurarjce that adequate details are provided on using, assembling, installing, maintaining, storing and
disposing of the product in a safe manner.

NOTE 1
NOTE 2
NOTE 3
NOTE 4
NOTE 5

NOTE 6

42 G

This clg
printed

a new (1r used product or sekvice. In addition, it describes general considerations that apply to all. Th¢

princip
— use
— pre
— bus

NOTE

entry: ISO/IEC Guide 51 provides information about risk

E: [SO/IEC Guide 51:2014, 3.16, modified — The words “who, either temporarily or permanently

rchase information

14

make informed decisions when purchasing a new or used cofsiimer product, including

=T

ISO 20245 provides in-depth information about cross-borderitrade in second-hand goods.
ISO/IEC Guide 37 and IEC 82079-1 provide information about instructions for use.
ISO/IEC Guide 41 provides information on consumerdieeds in packaging.

ISO/IEC Guide 50 provides information on childisafety in standards.

ISO/IEC Guide 51 provides information on safety aspects in standards.

ISO/IEC Guide 76 provides informatjon-on consumer needs in services.

eneral principles

use provides a descriptidn)of principles for conveying information to consumers (by written
or verbal means, or using online content) when they are considering whether or not to acquir¢

14

es are listed in Table’1l, under the following categories:
of language;
sentatiofl of information;

iness'practice.

n L. 3 3 1.. 1 L. 3 i 4 i ool 3 1 3 pa| 4 pa| loto 3
I ul Lllabllls ITICIUUTS uu_y llls pl UUULLS dITU TTIAlTU STTI VILTS, 1ca31115 }Jl UUuULLS dIlu 1TIAdlTU STT VILTS, U

obtaining products or services distributed with no financial transaction.

Table 1 — Principles for consumer information by category

Category Principle

Use of lan- |sale/access.

guage Give the consumer information in the official language(s) of the region where the product is

Use clear, simple, unambiguous, relevant, complete language that is intelligible in the country of

distributed.

© ISO/IEC 2018 - All rights reserved
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Table 1 (continued)

DProcantat

Avoid misleading or deceptive information that can create an erroneous impression of the product.

Make information transparent and pertinent; avoid unnecessary detail which can distract the

consumer from making an informed purchasing decision.

Restrict the use of technical terminology to an absolute minimum.

Promotional material should not contradict the principles in this document.

Format should facilitate access to information.

T CcStrreoerorT

Iof information

Laf, 43 L 1d et il £l s 1 | P 43 £
TTITOT TITAaTTUTT STTOUTU PpT UV TUC T at TaoTITe Y, Cra TITC TITO S TCUTITITITUIT ST P PTY CITaTIT prattictoT a

with an embedded globally unique number, or a combination of serial number, batch or lgthumber,

expiry date and production date.

arcode

The consumer product identification should remain on the traceable item or attached t
the traceable item is consumed, returned, destroyed or properly disposed oft

it until

Include information on assembly, installation, intended and safe use, intended age of user,
nance, storage, life span and disposal of a consumer product needed to make'a purchasing ¢
This information is becoming crucial in the context of the blurring(ofjpublic/private sp
use and the Internet of Things.

mainte-
ecision.
heres of

Business
practice

Specify conditions for entering or cancelling a contract, incluéiihg cooling-off periods
particularly important if a consumer seeks redress or if cofitract cancellations entail ad
costs and/or financial loss.

This is
ditional

Avoid preparing, adopting or applying material with.a view to, or with the effect of,
unnecessary obstacles to international trade.

reating

As privacy is a sensitive matter, convey how yeutare collecting information about the co
Consumers have the right to know why theirdata are being collected and how they will

nsumer.
be used.

Provide information to the consumer related to health risks and hazards in usage, stor
disposal of products.

age and

Give consumers the total price of a product, including any additional costs (e.g. perio
service costs, subscriptions, conftection costs and taxes). Price remains the main fact
making purchases. Consumers 1ieed to know the total price, as principal/basic informati
can feel cheated if they are drawn to a lower price of a product and services only to find

the price is higher when they request more information. ISO 10008 provides related guiglance in

the online environment.

lic fees,
r when
n. They
out that

Consider all relevantaspects of the life cycle of the consumer product or service, including sus-

tainability aspects:

or the purposé of comparison, where it exists, the provision of information should be b
standardized terms, validated data, normative documents or other commonly accepted agreen

practices.

henever 1nformat10n ofa techmcal naturerelating to the characteristics ofa consumer product i

There are different types/of information channels available for use. Depending on the
haracteristics, product”information can be on the consumer product itself, on packag
jccompanying material, a database accessed from packaging to the internet, a toll-free call-in
¢r in any combinatijen of these forms.

product
ring, in
humber,

hsed on
nents or

should be based as far as possible on Internatlonal Standards. If such standards are not available,
national standards should be used. Conformity to the relevant standard(s) should be presented in a way
that allows the consumer to identify which characteristics of the consumer product or service conform
to the standard(s). The process of selecting and grouping together consumer-relevant characteristics
and the underlying criteria can best be undertaken by a standards committee or another private body
representing all interested parties.

©ISO/IEC 2018
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4.3 Minimum content and presentation

The degree of interest shown by potential purchasers will vary, and it can on occasion be useful to
provide the information on two levels:

— the first level of information is intended for those seeking a minimum amount of data on the key
characteristics of the consumer product or service;

— the second level is for those wishing to know more details, e.g. concerning technical matters such

as

minimum contents (covered by first level), specific function, or limitations of the service or

conlsumer product.

For con
making
be mad
making

If practfical, an accurate picture of the consumer product is helpful for the consSumer to make an
informgd choice. It should include the following:

a)

b)

‘)
d)

ide
ma

country or countries where the consumer product was manufactuted or assembled;

narhe and full address of the manufacturer or supplier;

ess
inst
infq
infq
saff

gua

complaints-handling procedute(s);

nee
con
exp
priy

env
sto

sumers who require more information about a particular consumer product or service befor
a decision to purchase or enter into a contract, the means to obtain that information-shoul
b clear. Consumers should have access to relevant types of information which can aid them i
informed decisions about the purchase and maintenance of the product.

ntification of the consumer product or service including its characteristics, contents and
erials (e.g. chemicals) and limitations for use;

bntial performance characteristics, conditions and anyslimitations for use (see 4.4);
ructions for use, storage and maintenance;

rmation about spare or replacement parts and how to obtain them;

rmation about additional parts that are-available for certain environments (e.g. guard devices)}
bty concerns, including known risks@and hazards, and residual risks;

rantees/warranties;

d for special (professional) installation;

sumption of resgurces (e.g. energy required for use);

ected duratioh-of the life of the product (e.g. product testing, clinical trials);
racy implications of using the product;

irohmental issues and potentially negative impacts associated with the development, usg,
rage or disposition of the product, or any of its component parts (including recycling);

a way to contact the supplier, e.g. mailing address, website and/or toll-free number;

information regarding the dependability and/or reliability of the product, especially in comparison
to similar products to give the consumer confidence in their choice (see 4.5).

The location, nature and content of the available purchase information should be clearly referred to on
the first page of any document related to the consumer product or service. If relevant, a picture of the
consumer product should be available. An accurate picture of the consumer product is helpful for the
consumer to make an informed choice.

© ISO/IEC 2018 - All rights reserved
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It is important to pay attention, where relevant, to the needs of vulnerable consumers who do not
necessarily have access to printed information (literacy issues), electronic information (digital divide,
poverty), or verbal information (physical isolation, language barriers).

NOTE1 ISO 10002 provides information about complaints handling.
NOTE 2  ISO 10377 provides information about consumer product safety guidelines for suppliers.

NOTE 3  ISO 10393 provides information about product recall.

NOTES5  ISO/IEC Guide 41 provides information about residual risks in packaging.

NOTE 6  ISO/IEC Guide 50 and ISO/IEC Guide 71 provide information about vulnerable consumers.
NOTE 7  ISO/IEC Guide 51 provides information about managing risk for consumer prodacts.

NOTE 8 SO Guide 64 provides information about environmental issues in products;

4.4 Performance and conditions of use

nformation should be included about the performance and conditions of use, in order fo meet
ncreased expectations of consumers. Performance information-Can include the type of use the product
s intended for and whether it is suitable for an extended Period of time. Compatibility information
s important, especially with media products, as well as-any limitations for use in application. Other
actors can include acceptable ranges of temperature, humidity, pressure, load or energy consumption.

4.5 Dependability considerations

he importance of considering dependability-aspects can vary significantly with the type of cdqnsumer
product. For limited-use and time-limited“products, it might not be necessary to provide much
nformation to the consumer. For others there are important things for the consumer to consider about
eliability, maintenance and maintenance support requirements when buying a product.

NOTE IEC/TC 56, Dependability,,defines dependability as including attributes of availability, rgliability,
maintainability and supportability. The International Standards developed by IEC/TC 56 are intendedl mainly
for industrial purposes, but the'‘basic principles apply equally to consumer products although the sdope and
implications are clearly somewhat different.

Manufacturers and véndors should be required to advise the consumer whether:

1+ the reliability-of a consumer product is able to meet the needs of certain uses of that cdnsumer
product;

1+ there-will be sufficient traceability for maintenance and recall support for a consumer inf case of
failure;

1+~ _there are maintenance requirements and documented procedures that are crucial to the co?tinuing
7

— spare parts will be available when needed;

— the consumer product has a certain lifespan before it becomes obsolete.

4.6 Second-hand goods
There are many issues with maintainability, portability of guarantees being transmissible with the sale

of the used goods and other conditions that apply to the sale of the used product. The same product
information for consumer rules also applies to second-hand goods.

© ISO/IEC 2018 - All rights reserved 7
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The supplier in each country should be responsible for guarantees/warranties, replacements, exchanges
or complaints handling for second-hand goods.

NOTE

ISO 20245 provides further information in the case of cross-border trade in second-hand goods.

5 Methods of conveying information

5.1 Written and printed information

The foll

a)

b)

Comple
informa3
with th

Specifig
contrac

NOTE
goods, u

5.2 Online information

5.2.1

When u
relevan

Particu
and reld
amount
informa

linK
proj

pro
to g

bwing two methods of conveying information are often used in combination:

[ing a condensed statement which deals with a number of fundamental points to the consumef
duct;

viding more wide-ranging information in catalogues, leaflets, websites or other matérial related
he consumer product.

fe purchase information depends on the ability of consumers to receive and use both types oh‘
tion. Each part should therefore be meaningful in its own right and sheuld also correlate wel
e other.

information on complaints and consumer redress should be iacorporated into any purchas¢
L and be readily accessible when a purchaser makes a decision about purchasing.

==

Conditions for cooling-off periods, returns, refunds, repaifs and guarantees, late or non-delivery o
hfair contract terms and complaints can vary between countries.

General

14

sing online information for purchase, thelink provided should take the consumer directly to thg
[ page.

ar attention should be given to‘the provision of online information about consumer products
ted services. This method of\conveying information offers purchasers easy access to extensive
s of data. It can include interactive purchase information, as well as combinations of purchasg
tion (including company websites, social media, video displays or clips) and methods o

electromnic payment.

When ¢
consum
appropl
always

cles

pnsumer productinformation is presented online, steps should be taken to ensure that onling
ers can make‘an informed decision about whether or not the consumer product is safe andg
iate for them. To help consumers make a safe and confident purchase, the following should
be provided:

r consumer product descriptions;

good-tratitycons 3
and any other relevant information;

images of required labels, warnings and safety features;

lists of ingredients;

clear instructions for use;

information as described in 4.3 (list of minimum information);

electronic payment methods;

verification and confirmation of purchase;

© ISO/IEC 2018 - All rights reserved
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— dedicated complaints handling area of a website;
— online consumer reviews;
NOTE1 ISO/TC 290, Online reputation, covers this area.
— full contact information (name, telephone, internet site and full address);

— information pertaining to the needs of vulnerable consumers.

NAOTLE D 1ICOALC Caaad
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b.2.2  Short description and guidance on linear bar codes, quick response codes and oth
machine-readable information

Dne way to secure electronic information is by using mobile devices, such as smatt phones, cd
yith machine-readable information which is printed or incorporated into the packaging.

The use of such technologies can disadvantage some vulnerable consumers, who do not nec
ave the means to access this information.

n example of such a method is the use of a quick response (QR) cede, where the internet's
esource locator (URL) for the consumer product (or general infermation on the manufact
rinted onto the packaging or shelf display. Scanning the QR code with a mobile phone, along v
ne of many software applications, can take the operator-of the mobile phone to the ISO st
page. Figure 1 shows an example of a QR code.

Figure 1 — QR code

Instead of a “standards” page, the landing can alternatively be the consumer product’s contents
allergens, safety data sheet, preparation, assembly, operation and maintenance instructions
¢ther information-that can be linked with the consumer product. The manufacturer can also p
oupon in théferm of an optically readable symbol to be read at point-of-purchase.

In addition’/to optically-readable media such as a QR code, other packaging can incorporate ng
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or any
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ar field

ommuhication (NFC) or radio frequency identification (RFID). The same information can be at
dlelivered to the consumer via radio waves instead of optlcal imaging. A potentlal benefit of acou

le to be
tically-

medlcme cabinet, a microwave oven, or a refrlgerator) to prov1de dosage, preparation and 1nventory
information. A medicine cabinet equipped with a reader can verbally identify the medication and
dosage instructions to the consumer.

When mobile access is desired for additional information on a consumer product, QR codes

can be

useful when encoded with the URL of the website where a manufacturer provides consumer product

information and promotional information.

A number of International Standards provide specifications for machine-readable technologies.

NOTE1 ISO/IEC 18004 and ISO/IEC 16480 provide more information about symbols used in QR codes.
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NOTE 2 IS0 28219 provides information about labelling with machine-readable technologies.
NOTE 3 IS0 22742 provides information about marking requirements for consumer product packages.

NOTE 4  GS1 General Specifications[32] specify requirements about consumer products destined for the retail
marketplace.

NOTES5 The standards of the Health Industry Business Communications Councill33] or those of the GS1
guidance on consumer products destined for the healthcare marketplace provide guidance on healthcare-related
consumer product information.

5.3 rbal information

Verbal information is, in principle, a medium used to support the relationship between those iwho sem
and those who purchase products and related services. It provides the means for consumers.to obtai

an incr¢ased understanding of what is available to be purchased. If information needs tdcbe provided
verbally, it should be given in a language understandable to the purchaser, and in a manner'that respects
the confumer's privacy.

The sanpe principles apply to verbal information as for other forms of informatief

4

It is important that telesales and customer contact centre agents speak slowly and distinctly. Whery
feasible| such operations should route calls to or from agents whose langiuage and/or dialect matche$
that of the region where the customer is situated. Suppliers should takelinto account the different needg
circumgtances and abilities of vulnerable consumers.

Checklifts of the type of information to be provided during verbal exchanges of information can prove¢
of valug to both parties.

6 Formats and design principles

6.1 General

Any medasure taken to increase the recoghition by the consumer of purchase information is helpful.
Consunjers' identification with, and confidence in, purchase information increases as a result of
familiafity with common formats and design principles.

NOTE ISO/IEC Guide 37 and\.JEC 82079-1 provide additional guidance regarding principles and
recommpndations on the design.and formulation of information for consumers.

6.2 Principles

For the| purpose of‘perception, recognition and comparison, the provision of purchase informatio
should femove orminimize consumer confusion.

Purchage information should be provided in a wide range of accessible formats, and at different stages
of the purchasing process, in order to ensure that consumers have every opportunity to see ang
understand-thereecessaryinformation: hettd-be-giverinplatnand-commonty-understeod-woreine.
If there are specific requirements dealing with the provision of information in detail, these should b
met. Data should be provided using the International System of Units (SI), with pricing per unit (unit
pricing), and on a common basis (preferably International Standards), and referenced. Individual data
should be shown in relation to the ruling market data, e.g. by giving an individual performance figure in
relation to a range of other consumer products and related services.

NOTE1 1SO 21041 provides guidance on unit pricing.

NOTE 2 It is possible that some countries do not permit comparison of products with those of other
manufacturers.
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6.3 Use of diagrams, symbols and pictograms, scales and tables
Pictorial forms can be an important means of presenting information. They include, where possible:

— graphical presentations, such as overviews created by putting data into tables, which are a helpful
means of making a consumer product or service more transparent;

— diagrams, tables or graphs which relate the actual value of an individual performance characteristic
to the market-relevant range of performances.

ictures, diagrams, symbols, scales and tables can be effective means for conveying-plirchase
nformation, but their message should be unambiguous (see 4.3). Markings and symbolsNif'puitable
ymbols exist) should be specified in accordance with International Standards.

single consumer product and related services which forms part of a closely relatéd homogeneous
roup of consumer products and related services should be presented in the context of the group in
rder to make options and alternatives evident.

here symbols and pictograms are used, they should have been objectively tested and indepgndently
hown to be understandable by prospective purchasers. Graphicak/ymbols should conform to
ecognized standards, e.g. ISO 7000, ISO 7001 or IEC 60417. In addition, symbols, pictograms and
arkings should be explained in the instructions for the use of the€enisumer product.

OTE Further detailed guidance is given in ISO/IEC Guide 37 and 1SO/IEC Guide 74.

4 Legibility and uniformity

egibility is an important element of product information. Attention should be given to the most
ppropriate location for the information.

nformation should be easily visible and legiblé/{with normal eyesight) from the distance at whi¢h users
eed to read it. Elements contributing to legibility include the viewing distance and angle, the stjyle, size
nd colour of text font, the colour of the background and the brightness contrast between them

OTE1 ISO/IEC Guide 37, ISO/IEC Guide 41 and IEC 82079-1 provide related information on legibility

o emphasize warning notices and any other information concerning safety, the use of 1drger or
ifferent typeface or other means of increasing conspicuousness is recommended.

OTE2 SO 3864 provides guidance on the use of colour to convey information on safety.

he use of typographies and colours can be an effective means of distinguishing purchase infofmation
rom promotionalmaterial. Lettering should be in a size that can be easily read at the time of purchase
nd as specified/in the appropriate national or International Standard. Owing to the relatively high
ncidence of.colour vision impairment and other visual difficulties, coloured lettering on doloured
ackgrounds should be avoided and there should be strong contrast between the letterjng and
he background. It should be visible, permanent, in legible characters in contrasting colouf to the
ackground where it is printed or embossed. Use of Braille for blind and low vision consumerg should
eConsidered.

Written instructions (e.g. typeface, size, font size, font style, font colour, contrast, lay-out, background
colour) should be as clear and as large as practicable in order to ensure the greatest possible legibility
for all potential purchasers, including vulnerable consumers.

The ideal choice of font and other characteristics will be influenced by:
— constraints of the media (space available);
— design aspects (e.g. typeface, size, font size, contrast, font colour, layout, background colour);

— product type;
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