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EXECUTIVE SUMMARY 

CEN’s Horizontal European Services Standardization Strategy (CHESSS) has been an 18 month project,  co-funded by the European Commission (EC) and the European Free Trade Association (EFTA) and mandated to CEN under M/371, to determine the feasibility of generic service standardization in Europe. 

The project, which started in January 2007, was conducted through the partnership of the National Standards Bodies of Spain (AENOR), Britain (BSI), Germany (DIN), Denmark (DS), Estonia (EVS) and the Netherlands (NEN), and participation from CEN Management Centre (CMC) and Cap Gemini.

In order to ensure a fast, effective and inclusive process for the CHESSS Initiative, the Project Team launched a research program that was structured around seven individual modules, each with a generic service standardization focus. 

To determine the feasibility of a generic approach to standardization in each particular area, the modules conducted desk research, surveys, interviews and was presented and discussed in each of four World Café workshops (held in London, Tallinn, Copenhagen and Madrid, attracting a total of 178 participants) and at a seminar in Brussels which had 64 attendees.

A key measure of success of the CHESSS Initiative was the continued positive engagement with all types of stakeholders, including service providers, trade associations, customers, consumer groups, government, academics and NGOs. Therefore the project team set up a website (www.chesss.eu) to keep stakeholders informed about the project. Between June 1 2007 and May 1 2008 the website had 4,848 unique visitors from 108 countries and 385 registered users. To further monitor this engagement we developed a Stakeholder Map, thus ensuring engagement across a broad range of service sectors.  
The CHESSS Project Team has found that generic European service standardization is feasible in certain (but not all) areas, and therefore recommends the development of a:

· Single generic European service standard

· Guidance document for the development of service standards

· Pan-European Customer Satisfaction Index (CSI) with supporting standard

· Services Glossary & Translations

· Guidance document for customer centricity and interface
These recommendations build on those in the individual modules, and provide for an integrated solution for the project overall. 

In addition to the project-wide recommendations in this report, each individual Module has its own set of recommendations. Some of these have not been covered in this report because they are either very specific to their source module or because they recommend the development of semi-generic standards for specific service aspects or groups of services (as recommended in Module 7 for B2B services). Therefore, for a complete and comprehensive understanding of our recommendations it is important not to take this report into consideration on its own but to do so in conjunction with all individual Module reports. 
In general terms, the CHESSS Project Team believes the recommendations in this report as well as those in the individual Module reports will be most effective if adopted together as the foundation for an ongoing coordinated program of service standardization. However, if the European Commission and/or CEN determine not to adopt an integrated approach, the possibility remains for each of the recommendations to be adopted individually.

INTRODUCTION

This 18 month EC and EFTA funded project, mandated to CEN under M/371, has been undertaken to determine the feasibility of generic service standardization in Europe. 

For the purpose of clarity generic service standards, also known as horizontal service standards, are those that are applicable across multiple or all service sectors. This is in contrast to service-specific standards, which apply to a single service or a specific aspect within a single service. Generic service standards are perceived as complex and have, to date, not been developed in the formal European standardization environment (i.e. CEN). Although there was an indication that generic service standards could be beneficial, this hadn’t been proven.

Based on the concern that the movement of services across member states’ borders is not as free as with products, and taking into consideration the success that product standards have had in increasing the movement of products, the European Commission wanted to verify whether service standards could be similarly beneficial for services. Furthermore, it was felt that there may be a possibility for standards to improve the quality and excellence in European service delivery, increase customer confidence in services, and assist in the implementation of the Services Directive. Therefore the European Commission decided to invest in a number of standardization studies, one of which is the feasibility of generic service standards. 

Therefore the CHESSS Initiative was set up to determine the feasibility of an integrated program of generic service standardization within CEN. As such, the feasibility study was required to:

· Identify, secure support from and engage all key stakeholder groups (e.g. government, service providers, service users)
· Facilitate a coordinated, common approach to the provision of standards in support of the effective delivery of services
· Provide an implementation plan for the development of new service standards, both as a direct result of the programme and as may be required in future

To achieve these three objectives the CHESSS Initiative was created, through the partnership of the following National Standards Bodies (NSBs): AENOR (Spain), BSI (United Kingdom), DIN (Germany), DS (Denmark), EVS (Estonia) and NEN (the Netherlands). CEN CMC was also a key partner within the project, attending all main Project Team meetings, and coordinating regularly with the project management team. Additionally, Cap Gemini was brought in to provide their independent, expert opinion and moderation techniques in support of the CHESSS Project Team.

This coordinated approach between NSBs was set up for two reasons. First, to ensure the Project Team engaged with a wide range of European stakeholders in the purchase, provision and use of services. Second, to ensure that the outcomes of this project would be agreed on by a group of geographically dispersed NSBs thereby facilitating the successful implementation of the recommendations. 

The underlying concept of our work, derived from a generic approach to services, was that there are fundamental principles of good service, delivery and assessment that are applicable to any service offering, no matter what the sector or its primary focus. To determine whether this concept was accurate the Project Team launched a program of desk research, surveys, interviews, workshops and seminar. Furthermore, the Project Team sought to engage with all relevant CEN Committees, project leaders for other initiatives under Mandate M/371, and structured our processes to ensure they were open and inclusive.

In order to ensure a fast, effective and inclusive process for the CHESSS Initiative, the Project Team launched a research program that was structured around seven individual modules, each with a generic service standardization focus:
1. Guidance in the preparation of service standards

2. Glossary of terms and definitions relevant to service standardization

3. Safety in the delivery of services

4. Good practice in the assessment of customer satisfaction

5. Recommendations for complaints and redress systems

6. Billing and innovative metering practice

7. The specification, sourcing, delivery and quality of business-to-business (B2B) services
Each of the individual modules has produced its own report with its own conclusions, recommendations and next steps. These reports are provided in conjunction with this report.

The structure and roles of the Project Team is demonstrated below in Figure1.
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Figure 1 – Project Team
The reader of this report should note that it brings together the conclusions of all seven modules into an overall, comprehensive analysis regarding the feasibility of generic service standardization. Whereas each of the individual seven modules contain vast amounts of data, detailed findings, conclusions, recommendations, and next steps, this report uses the main findings and conclusions from the individual modules and takes these to a more general set of conclusions and recommendations for the project as a whole. For a complete and comprehensive understanding of our recommendations it is important not to take this report into consideration on its own, but to do so in conjunction with all individual Module reports.

With this report we aim to deliver: 

· A summary of the activities undertaken

· Outline the overall project findings from the research and workshops
· Draw out conclusions from those findings

· Provide recommendation for the next steps

METHODOLOGY

Timeline

The project was conducted over an 18 month period. A timeline showing the project’s main activities is given below in Figure 2.
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Figure 2 – Project Timeline

CHESSS Internal Coordination

To ensure the project was managed effectively, a dedicated Project Manager and Project Administrator were hired. Their main purpose was to coordinate activities between all the partners, keep records of all activities, plan the World Cafés and Brussels Seminar, manage the website and all other project-wide activities. They also set up and managed an online document management system as a central repository for all documents produced throughout the project. 

The Project Team met five times in London and held regular conference calls (on average once a month) to update each other on progress and discuss outcomes. Furthermore, all partners worked together to provide comments on each others findings and reports, strengthening the consensus between all partners and the quality of the final reports.

Website

To maximize CHESSS’s engagement with stakeholders, at the start of the project a website was created to:
· provide background information about the project

· allow stakeholders to sign up for CHESSS events

· release presentations and reports for download.
The CHESSS website (www.chesss.eu) went live on 1 June 2007. 

Presentations were made available for download for registered users only, thereby enabling us to gather more stakeholder contacts for further engagement and follow-up throughout the project.  This was also the reason for channelling all event registrations through the website.  

As of 1 May 2008, the CHESSS website had 385 registered users.  

From 1 June 2007 – 1 May 2008, the CHESSS website was visited 8,938 times from 108 countries and territories, of which 4,848 were absolute unique visitors. The top ten countries are listed below in Figure 3.
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Figure 3 – Website visits by country of origin

For more detailed website statistics please refer to Annex C of this report.

Other Web Activity

Links to the CHESSS website were placed on all the partners’ own websites and the CEN website.  Articles, press releases and general updates were also included on other relevant websites including Metering International, ANEC and the Institute of Customer Service.

Future of www.chesss.eu

Since the CHESSS Initiative and current funding cycle ends on July 31st 2008, the website will be shut down on that date. However, since CHESSS has engaged with such a large number of stakeholders who are familiar with and know how to use the website, we encourage CEN CMC to maintain an online presence for CHESSS either by maintaining the website as it is or creating a microsite on the current CEN website. This would allow CEN CMC and the European Commission to publish this report and communicate its future intentions with regard to generic service standardization to all stakeholders involved. CEN CMC has been informed of this suggestion.
Stakeholder Engagement

A key requirement of the CHESSS Initiative has been that of fully involving stakeholders at every opportunity.  This has been achieved by developing a comprehensive stakeholder engagement strategy, which included the use of the following engagement tools and techniques:
· Development of a detailed stakeholder map

· Development of a bespoke project website

· Publicizing the project on other websites

· A series of letters, mail shots, press releases, e-questionnaires and interviews
· Development and delivery of a series of presentations relating to the project, and generic service standardization in particular
· Staging four World Café styled workshops and one full-day seminar in Brussels
Stakeholder Map

Developed using MS Excel, this fully interactive tool allowed the CHESSS Project Team to record contact details of the stakeholders they engaged with throughout the 18 month project.  The map was first populated with relevant, existing contacts from all the partners and CEN CMC, including NSB committee members.  New contacts came from across public, private and voluntary sectors as a result of the Module Leaders’ primary and secondary research processes and through networking opportunities and referrals.

The list was maintained and continually updated by the CHESSS Project Administrator. As new contacts were formed, their details were entered onto the map.  The map itself was split into four categories: 

· Business to business: administration support services 

· Business to business: operations support services 

· Business to consumer: indirect delivery services 

· Business to consumer: unique delivery services

Underneath these headings, the entire spectrum of identifiable service sectors was listed and each sector was allocated ten spaces. We then limited each sector to ten stakeholders on the basis that this would provide sufficient- but not over-representation for each service sector.
Once on the map, the contacts were continually updated to reflect any change in the communication status.  This was achieved by creating 7 stages of Stakeholder Involvement.  Whenever a stakeholder passed through one of these stages, their details were updated to reflect this.  The 7 stages were identified as follows:

1. Identification

2. First contact
3. Follow-up

4. Engagement

5. Participation

6. Review/ Consultation

7. Feedback 

As of 1 May 2008, the CHESSS Stakeholder Map contained the contact details of individuals from 313 organizations representing service providers, trade associations, customers, consumer groups, government, academics and NGOs.  For the full list of organizations, their sector, and country of origin please refer to Annex A.

Future of the Stakeholder Map
The CHESSS Project Team encourages the European Commission and CEN to take the stakeholders that have been engaged with throughout the CHESSS Initiative into consideration as they progress with the recommendations made within this report, and consider engaging with them to take the activities forward where appropriate.
Publicizing CHESSS

Once the stakeholder map was populated, a carefully planned series of email communications and briefings were disseminated.  Billed as “Introducing CHESSS”, these were the start of the CHESSS Public Relations (PR) campaign to engage with stakeholders from outside of the familiar NSB committee networks.   
At the same time DIN, in conjunction with DS, sent out two online questionnaires relating to Modules 3 and 7 to over 25,000 recipients.  Due to the sheer numbers involved, it was decided that only those stakeholders who made contact with CHESSS as a result of one of those mediums would be included in the stakeholder map.  However, we did not anticipate that some individuals responding to questionnaires would choose to keep their contact details anonymous. There were also data protection issues to consider, which meant that the partners were unable to share their own NSB contact lists to be included on the Stakeholder Map. It was agreed that these stakeholders would instead be targeted by the relevant NSB partner, using email updates and articles in relevant publications and online.

The Module Leaders conducted over 100 in-depth interviews with service professionals from across Europe over a period of approximately four months from January 2008 – April 2008.  The methodology for each of the Module Leaders interviews can be found in the relevant Module report.  In some cases the interviews were conducted as a follow-up to the stakeholders answering a questionnaire or having had discussions about the project with the Module Leaders. 

Finally, most Module Leaders and the Project Executive have, throughout the 18 month feasibility study, delivered presentations about the CHESSS Initiative and generic service standardization by invitation at conferences and events organized by external stakeholders.
Summary

A key measure of success of the CHESSS Initiative has been the continued positive engagement from the stakeholders. Much of this is down to the rigorous methods employed to conduct a proactive and sustainable PR campaign over the period of 18 months.  The CHESSS stakeholder success is a clear example of the benefits of creating a dedicated project management resource to an Initiative of this size and complexity.
Desk Research, Surveys & Interviews
The desk research conducted for each of the modules consisted of a wide range of traditional research techniques, including:

· Literature review (books, magazines, trade press, other desk research studies, university papers, etc.)
· Review of websites

· Questionnaires and surveys
· Interviews

· Face-to-Face

· Telephone
The information collected through these techniques were then analysed using statistical software, personal analysis, modelling and mapping techniques to enable the Project Team to draw conclusions and develop recommendations. These were then used to provide the basis for the presentations given at the World Cafés (see further information below).

After completing the World Cafés some Module Leaders conducted further research to supplement any additional findings.

World Cafés 
During October and November 2007, the CHESSS team delivered four 3-day workshops in London, Tallinn, Copenhagen and Madrid.  Called the “CHESSS World Café” these were an innovative method of engaging with stakeholders to gauge their opinions and expertise in the field of services and service standardization. 
Each day was split into two sessions, with the morning session for one Module and the afternoon session for another. Attendees could chose to attend as many sessions as they wanted, with most staying for at least one full day or more. Each session was opened by the Project Executive, giving an overview of the CHESSS Initiative and generic standardization. This was followed by a presentation from the Module Leader, introducing the topic of their module. Each Module Leader than posed two general questions; these questions were designed to be open and stimulate debate. For example, for Module 3 the second question was: “How can standards assist in making services safe?” The questions were posed in such a way that the attendees worked together in groups of 3-8 people to answer them together, based on their knowledge, experience and expertise, and avoided simple yes or no answers. To ensure full participation the rooms were set up to create a café-style atmosphere, helping the attendees to relax, feel comfortable and open up.

The results from each discussion were then presented back to the wider audience and some additional discussion and debate was facilitated by the Project Executive to help the Module Leaders capture as many opinions as possible.

Overall, the four events attracted 178 participants with the distribution as follows:

· London = 48
· Tallinn = 59
· Copenhagen = 19
· Madrid = 52 

For the full list of organizations, their sector, and country of origin please refer to Annex B.

Brussels Seminar
The one day “CHESSS Brussels Seminar” was held for two reasons: to present emerging conclusions from the CHESSS Project and to receive feedback from stakeholders to determine whether the Project Team was on the right track. The seminar was very well attended with a total of 64 participants, only 22% of whom had attended an earlier CHESSS event. This demonstrates the spread of contact we had throughout the project and continued strong level of interest in the CHESSS initiative. 
During the morning session, structured as an information sharing event, a presentation was delivered by the CHESSS Project Executive taking the participants through the interim CHESSS findings and emerging conclusions and recommendations. The session also included keynote speakers from Directorate General Enterprise & Industry and ISO.  
The afternoon session was structured as a “Trade Show”, with each Module Leader presenting emerging patterns from their individual modules simultaneously in different corners of the room. Upon concluding their presentation, which was delivered three times in succession, the audience was given time to pose questions directly to the Module Leader. 
Upon completing the Trade Shows the Project Executive facilitated a general Q&A panel session.  
For a full list of the organizations, their sector, and country of origin that attended the Brussels Seminar please refer to Annex B.

Feedback

At the end of the World Cafés and Brussels Seminar the Project Manager collected feedback forms from the participants. The forms, which cannot be included with this report due to data protection rules, were generally very positive with regard to the format and set-up of the events we ran. Technical comments about content from the presentations were fed back to the individual Module Leaders and used in their assessment of the findings. In general terms, the comments indicated that a majority of stakeholders were satisfied with the direction the CHESSS Initiative had taken and that their concerns with regard to generic service standardization were recognized and addressed properly.
CONCLUSIONS & RECOMMENDATIONS
Overview
As mentioned in the introduction, this report brings together the conclusions of all seven modules into an overall, comprehensive analysis regarding the feasibility of generic service standardization. Since this report brings together general conclusions and recommendations for the project as a whole it is important to read it together with all individual Module reports. 

Figure 4 below provides a summary of all the recommendations of the seven individual Module reports.

	SUMMARY OF MODULE RECOMMENDATIONS

	Module 1

	Develop a Guidance document for the preparation of service standards.

	Develop the Guidance document as a CEN Guide under CEN/BT WG 163 "Services".

	Prepare and maintain a database with the contents and customer expectations identified in service delivery standards

	The high occurrence of the same contents in service standards invites to recommend the establishment of some guidance to deal with them.

	Include a list of service standards.

	Take into account the blockers for service standardization identified and organized in order of their relative importance when initiating promotional standardization activities.

	Module 2

	Establish a body responsible for the structure, management, coordination and promulgation of terminology for use in the development of new service standards and in relation to service provision, generally.  

	Module 3

	Requirements relevant for service safety should be addressed by the single horizontal European service standard recommended in the CHESSS main report. Those safety related requirements are:

· information provision

· risk assessment 

· terminology.

	Develop a guideline for the implementation of existing European Directives that impact on service safety. 

	Provide clear and comprehensive information on the relation between regulation and standardization in service safety in the guidance document developed within Module 1. Include examples and good practices. Make the guidance document publicly available.

	In the event that European legislation is introduced for the safety of life and health of consumers, European policy makers should work with European standardization bodies to ensure that standardization can support such legislation.

	Modules 4 & 5

	CEN CMC initiate a project to provide Guidance on achieving customer centricity in service provision including the application of new technology in providing effective service provider/ customer interface.

	CEN CMC engage with service providers and consumer representative bodies in the provision of guidance to customers with regard to how best to facilitate the provision of services likely to meet their expectations.

	CEN CMC, through BT/ WG/ 163, initiate a project designed to deliver a coordinated set of specifications for complaints handling and redress provision.

	CEN CMC, through BT/ WG/ 163, initiate a CEN Workshop Agreement (CWA) setting out the requirements for Alternative Dispute Resolution (ADR), maintaining as much synergy as possible between ADR and Online Dispute Resolution (ODR).

	CEN CMC seek to establish liaison with the European Consumer Centres Network in projects relating to Customer Satisfaction Indices, complaints handling, redress and alternative dispute resolution with the intention of participation by representatives of ECC in development of the standards and CWA to promote their possible application in relation to ECC activity.

	CEN CMC, through BT/ WG/ 163, initiate a project for the development of a Customer Satisfaction Index (CSI) ‘benchmark’ standard, setting out the salient requirements and defining principles of CSIs in a manner appropriate for the provision of a CSI and against which, existing and any future CSIs could be compared.

	The CHESSS overall report should include recommendation that the European Commission and CEN CMC should work together to initiate a project for the development of a single generic European service provision specification capable of supporting claims of conformity that can be objectively verified.

	Module 6

	CEN CMC, through its Sector Forum Energy Management, should seek to liaise with ISO/ PC 239 in respect of the project for Standardization of network services billing.

	We recommend that CEN and CENELEC cooperate in the development of a shared strategy for future standardization for ‘smart house services and enabling technologies’ (including meters) for use in the home and work space, in order to ensure that:

· multiple service provision is catered for

· appliances and equipment are interoperable

· customer choice is preserved; and

· provision is made for customers to have access to information they require to properly manage their service usage.

	To facilitate this coordination we suggest that CEN and CENELEC organize a joint stakeholder meeting on the subject of ‘interoperability’ as soon as practicable, with the following objectives:

· Initiate a CWA to establish an interoperability framework for ‘smart house services and enabling technologies’

· Establish a programme of future standardization for ‘smart house services and enabling technologies.’

	Module 7

	CEN CMC to organize the development of a classification of B2B services in a standardization perspective and identify common elements of B2B services.

	CEN CMC to organize the development of horizontal service standards in a hierarchical system of ABC-Standards.

	To establish a clear organizational framework for the development of horizontal B2B service standards and within this framework to consider a series of general rules including an examination of existing standards and integration of them in a comprehensible, logical and transparent way; involvement of SMEs and customers and a balanced representation of sectors on the one hand and countries on the other hand.

	We recommend that the European Commission work with CEN CMC on an information programme to increase stakeholder awareness of the nature and extent of the cooperative relationship intended to exist between regulation and standards. This would help overcome stakeholders expressed concerns that the existence of service related legislation in some member states will make the development of European business to business service standards impracticable.

	As transparency and quality of B2B services is a major driver in the discussions on (horizontal) service standards, the development of a certification system for good services is recommended as a tool for communicating at least some minimum level of quality.


Figure 4 – Summary of Module Recommendations

The research conducted by the CHESSS Project Team clearly indicates that there is a horizontal dimension to services. To what extent customer confidence will be strengthened by the introduction of generic service standards could not be scientifically determined. However, from the data collected through the desk research, surveys, interviews, the World Cafés and Brussels Seminar, and diligently analysed by the CHESSS Project Team, it is our opinion that generic service standardization can play an important role in assisting the European Commission achieve its goal to improve and increase movement of services across borders in Europe. 

To that end the CHESSS Project Team has developed a set of consolidated recommendations which are listed below in Figure 5. Please note that these recommendations build on those in the individual modules, and provide for an integrated solution for the project overall.
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Figure 5 – Consolidated Recommendations

Single generic European service standard

It is the belief of the CHESSS Project Team that it is feasible and beneficial (for service providers, customers and governments) to develop a single generic European service standard in accordance with the recommendations that have been made in the individual Module reports and analysis by the CHESSS Project Team. Below, in Figure 6, please find summary justifications from the individual Module reports for the creation of a single generic European service standard. If the reader requires more in-depth justification we recommend the reading of each of the individual Module reports. 
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Figure 6 – Module justifications for a single generic European service standard

In addition to the findings in the individual modules, it should also be recognized that there have been high levels of stakeholder interest (in particular from service providers) in the new ISO services guidance standards which are generic in nature and support the development of international generic service standards. In this context we believe that the development of a single generic European service standard has the potential to deliver a timely, practical solution to meet the needs of service providers in demonstrating, and customers in identifying, high quality in service provision.
The standard, focussing on the essential aspects of service provision, would be applicable to any service provider in Europe and would set out verifiable requirements. Those requirements would address the criteria used by customers to judge the quality of service provision and help ensure that service providers attempt to meet customers’ expectations.
Based on the research conducted and a review of European legislation (including the new European Services Directive), it has emerged that there are several aspects of service provision that are generic across all service sectors. As demonstrated in modules 1, 3, 4, 5 and 7 generic service standards can be beneficial in creating a common customer-focused approach to service provision across Europe, resulting in more confidence among customers and potentially an increase in cross-border trade. If the 

identified aspects are standardized, setting a minimum level of quality that meets customers’ expectations appropriately, it is expected that service quality will increase together with customer confidence in services delivered from other countries within the European Union (and perhaps even further afield). 

These common aspects, put together in Figure 7, could potentially form the basis (or table of contents) of the single generic European service standard.
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Figure 7 – Potential topics to be covered by the single generic European service standard

This list has been compiled from the individual Module reports and reflects those areas that stakeholders have indicated are most important in helping to improve quality of service and increase customer confidence. It builds on standardization work that has already been completed (or is about to commence). Particular attention is drawn to the inclusion of requirements for providing safety protection for customers (both in the planning and information provision sections) as recommended in Module 3. 

The success of such a generic European service standard will be largely dependent on:

· the method by which it is created;

· who it is created by;

· its relationship to existing standards (services-related and otherwise);

· the tools available to support the standard; and

· the support from the European Commission during development and roll-out

These points will be further addressed in the Next Steps section of this report.

For clarity, our research has led us to conclude that a single generic service provision standard can be developed for use in its own right and as a support tool for sector-specific service standardization activities that would cover service deliverable aspects.

Furthermore, the research conducted throughout the project, and in particular comments made from stakeholders during the World Cafés and in interviews for Modules 3, 4 and 5, has indicated that generic standards are seen as lacking the strength of service-specific standards because customers do not recognize whether organizations are complying with them nor do service providers have a method to demonstrate their efforts to comply with generic standards. To this end we recommend that the single generic European service standard be written as a requirement specification, because it enables service providers to be assessed against objectively verifiable requirements in the standard and demonstrate compliance (which cannot be accomplished if the standard is written as a guide or code of practice).

Certification & Quality Marking

One of the findings of the project, in particular from Modules 3, 4, 5 and 7, is that customers are more likely to trust and feel safe using services that are underpinned by certificates and quality marks. Although we did not set out to study quality marks, and based on the research conducted we do not have enough evidence to recommend the development of such a mark, we do believe that benefits may be achieved from its development.

We therefore recommend that the European Commission and CEN work together to determine whether a services quality mark should be introduced alongside the single generic European service standard.

It is important to note that if a quality mark is created, the certification and quality marking scheme must allow for all three assessment options: 

· 1st party (i.e. self-declaration)

· 2nd party (i.e. assessment by an interested party)

· 3rd party (i.e. assessment by an independent body). 
To avoid customer confusion about the type of assessment process undertaken by the service provider, the format and content of declarations should then be strictly governed through a clause in the single generic European service standard, outlining specifically how service providers demonstrate and communicate which type of assessment option they’ve used.

This system of certification and quality marking is current good practice and therefore should be adopted if a strategy including quality marking is taken forward by the European Commission.

The benefit of a quality marking scheme is that it would be applicable across all service sectors and for all company sizes. The quality mark would provide customers with a simple and direct method to recognize quality in service provision, and in turn instill certainty and confidence that their expectations will be met. It would also allow compliant providers to demonstrate true excellence and expertise in a practical manner.

Summary

Based on the research conducted, and supported by a wide range of service providers engaged with throughout this project, we believe that by standardizing a set of requirements covering generic aspects of service provision the overall quality of services across Europe can be significantly improved. More importantly, if the standard is widely adopted, service quality improvement can be achieved consistently, measurably and effectively across all member states and has great potential to increase cross-border trade in services.

Finally, we suggest that for the single generic European service standard’s effectiveness can be even further enhanced by the development, implementation, roll-out and take-up of other generic service standards. These are outlined below.
Guidance document for the development of service standards

Based on the findings from Module 1 we have concluded that a guidance document for the preparation of service standards would be welcomed by a majority of stakeholders. 

This guidance document would help all types of stakeholders (service providers, customers, government, etc.) willing to participate in service standardization across all service sectors. The guidance document could also support the development of the single generic European service standard.

As part of the research of Module 1, a draft version outlining the potential content of the guidance document has been developed. This was done as a feasibility exercise to determine whether all the collected information could be put together into a single, coherent document and to stimulate discussion among stakeholders during the World Cafés and Brussels Seminar.

It was developed specifically for use by those stakeholders engaged in the development of formal European standards but may well be of use to others who develop standards, such as developers of informal standards, trade associations developing guidance for members, government departments, NGOs, private companies and any other people that are looking to set standards for services.

Pan-European Customer Satisfaction Index (CSI) with supporting standard

One of the key findings throughout the research, and in particular in Modules 4 and 5, is that customers’ confidence is driven by their ability to identify good service providers who are likely to meet their expectations. Reversely, service providers that meet their customers’ expectations have indicated that simple ways to demonstrate they do so would be very beneficial to them. It is therefore recommended that a European-wide Customer Satisfaction Index (CSI) for services is developed and regularly published. 

Recent years have seen a significant rise of price comparison websites across Europe. This phenomenon, which is likely to increase further in coming years, has demonstrated a strong demand among customers for the ability to compare like-for-like services. To ensure this works properly we believe it is necessary to develop a standard that sets out common criteria for the CSI. Those criteria would then need to be uniformly applied by the CSI assessment program to ensure proper comparisons are made.

Taking this into the context of the single generic European service standard recommended earlier, a European CSI would provide customers with a ranking across countries as well as service types. Having a single joined up system, linking the single generic European service standard and the CSI together, will ensure consistency of approach to service quality across the European Union. However, it must be noted that maximum impact will only be 

achieved if it is seen that the European Commission encourages the use of the European CSI to reduce the risk of proliferation amongst potentially competing CSIs, which to some extent is already starting to happen.

As recommend in Modules 4 and 5, for the CSI to be most effective and be uniform in its application, it is necessary to take a two-step approach. First, CEN should form a Committee to develop a standard that sets out the requirements (i.e. measurement criteria and application methodology) and defining principles of the European CSI. Those national organizations that have already developed CSIs (such as the Institute of Customer Service in Britain and EPSI in Sweden) must be involved in its development, together with service providers and customers, to ensure coordination at the national level and avoid duplication of effort. Such an arrangement would permit existing indices to continue, subject to their alignment with the standard, as well as helping future developments in this field in a manner that would reduce the potential for future conflict and loss of credibility. Once the standard is complete we recommend that the European Commission initiate a full roll-out of the CSI across Europe.
Developed in conjunction with the single generic European service standard and with input from its stakeholders, we expect that a role-out of the CSI would be very effective and beneficial to customers because it creates the ability to compare like-for-like services across borders. However, even though each can exist independently they would both be strengthened by the existence of the other.
Services Glossary & Translations

As recommended in Module 2, we suggest that a glossary of service related terms is important to the development of European service standards. The research conducted has suggested that without such a glossary the possibility that similar terms will be used for different purposes across various services has the potential to confuse both service providers and customers, which would ultimately have a negative impact on the problem that the single generic European standard is trying to resolve. 

Together with a glossary we also recommend the development of a new classification system for services that will permit the grouping and identification of services by service provision characteristics. The need for this was clearly identified throughout the research conducted in Modules 2 and 7.
Noting that existing classification systems such as the European Commission’s NACE codes and ISO’s ICS do not adequately provide for this, it is recommended that work be undertaken to develop a new classification system that will enable such a grouping to be accomplished. It is noted that Modules 2 and 7 have found that such a system could have a bearing on the structure of the proposed services terminology database and that there is sound reason for developing a services classification system in conjunction with services terminology structuring.
For this reason it is recommended that responsibility for developing a services classification system for standards purposes be allocated to the same group as that responsible for development of the services terminology database. It is acknowledged that the two work streams may each require the creation of a dedicated group of experts but strongly recommended that their respective projects be undertaken under a single coordinating structure.

As for language, in order for the Services Glossary to be most effective it is also recommended that equivalent terms be provided in as many European languages as possible. This will increase its effectiveness, reduce potential conflict and reduce the potential for erosion of linguistic differences.

Guidance document for customer centricity and interface

For the single generic European service standard to be most effective it must be used in the context of customer centricity. By customer centricity we mean that service providers put their customers at the heart of their service provision. It has been found throughout the research of modules 4 and 5 in particular that the most successful service providers around the world already do so.

Customer centricity requires service providers to not just acknowledge the existence of their customers but to really understand what they want, need and expect. The pre-requisites for an effective, customer-centric service model are:

· Customer-centric policies that promote service provision in partnership with customers;

· Technology-based infrastructures that are service oriented, designed to deliver enhanced service and not just more efficient business; and

· Highly trained, customer-focused employees capable of listening to and understanding customers.
Service providers engaged with throughout this project have indicated that a guidance document could assist them in becoming more customer-centric. It would assist those service providers that seek to apply the single generic service standard within their business and significantly improve customers’ satisfaction with the services they take up.

Potential Risks & Limitations

The CHESSS Project Team has identified areas where no generic European service standards are required. For example:

· In Module 3 it was found that a bespoke generic standard to address service safety is not necessary as long as safety is addressed in other generic service standards

· In Module 6 it was found that there is no support for a generic standard to harmonise European billing

· In Module 7 it is not feasible to develop a generic standard for business-to-business services due to a lack of support

These findings, and others indicating areas where generic service standards are not viable for development at this time, can be found in the individual module reports. Please refer to these for further detail.

The CHESSS Project Team also recognizes that there may be some risks and limitations to implement the recommendations. We have identified four key areas that will need to be overcome for the standard’s successful development and adoption:

1. There is a traditional reluctance to accept a generic approach to service standardization, from within the standardization community and beyond. However, we believe that the events and presentations given by the CHESSS Project Team have demonstrated that with proper education and information provision about generic service standards these can be overcome.

2. There is a risk that a single generic European service standard could favor certain service providers over others. To avoid this, careful attention will need to be paid during the development of the standard to ensure that the requirements can be applied equally to all types of   services, irrespective of company size, service complexity, cost, lifetime, cultural nuances and market maturity. 

3. Full stakeholder engagement in the development of generic service standards, and in particular the participation of global leaders in service provision, is difficult to achieve. Stakeholders engaged with throughout the CHESSS Initiative continually expressed concern with regard to the appropriateness of the constitution of standards committees, particularly in relation to the relatively new area of services standardization, and that these should be carefully reviewed. 

4. Throughout the World Cafés and Brussels seminar stakeholders indicated that take-up of generic standards is limited because many are ambiguous, loosely framed and poorly constructed. As a result, usage of those standards is limited because service providers struggle to apply them and are unable derive the intended benefits fully. Therefore it is important that CEN ensures that stakeholders charged with drafting generic service standards work to the CEN drafting rules, thereby avoiding those faults, ensuring the standards are workable in practice, and avoiding the credibility of the whole program being called into question.
In conclusion, the CHESSS Project Team recognizes there may be some risks and limitations en route to developing the single generic European service standard. However, we are satisfied, based on our findings, that these can be overcome and that the potential benefits outweigh the required investment.

Summary of Conclusions & Recommendations
The recommendations in this report have been based on findings, conclusions and recommendations from the individual reports, and further developed to demonstrate their wider applicability to generic service standardization. This includes the development of one additional recommendation for the project as a whole: the development of a single generic European service standard.

In addition to the project-wide recommendations in this report, each individual Module has its own set of recommendations. Some of these have not been covered in this report because they are either very specific to their source module or because they recommend the development of semi-generic standards for specific service aspects or groups of services (as recommended in Module 7 for B2B services). 

In general terms, the CHESSS Project Team believes the recommendations in this report as well as the individual Module reports will be most effective if adopted as the foundation for an ongoing coordinated program of service standardization. However, if the European Commission and/or CEN determine not to do so, the possibility remains for each of the recommendations to be adopted individually.

THE BENEFITS 
Figure 8 below gives a summary of some of the benefits we expect to be achieved if the recommendations above are fully implemented.

	SUMMARY OF BENEFITS OF CONSOLIDATED RECOMMENDATIONS

	Single generic European service standard

	Service Providers

	Speed of availability of quality service standards for all service providers

	Reduce the amount of resource invested by avoiding continued duplication in sector-specific service standards

	Save cost and time (rather than when implementing several standards), especially for SMEs

	Generic service standards can assist to help the implementation of and compliance with legislation, including the European Services Directive, as found in Modules 3, 4 and 5

	Higher availability of skilled labor

	Guarantee good and safe service provision for customers

	A method for service providers to improve and demonstrate the good quality and safety of their services

	Customers

	The improved safety of services because of the inclusion of risk assessments and information provision of the service-related risks in communication to customers

	Improved service levels across different services

	Customer will know what to expect because there will be a more uniform approach to quality service provision and they'll be able to compare like-for-like more easily

	Greater transparency of the services being purchased

	More information provided to customers (e.g. safety aspects, communication with service providers, service restrictions, complaint & redress methods)

	Service Providers & Customers

	Common approach to services across Europe and the potential for widespread application

	Benchmarking across sectors

	In relation to purchasing, but other areas as well, B2B customers and service providers would benefit significantly from standards that set out common principles that can be applied across multiple service sectors

	Certification and Quality Marking

	Customer confidence and recognition of service providers compliant with the generic service standard

	Increased quality of service across different sectors as a result of the application of a generic standard backed by a quality mark

	Guidance document for the development of service standards

	Reduce the reluctance to develop service standards because of the availability of good, relevant advice on how to develop service standards

	Lower costs and need for resources from stakeholders developing service standards

	Pan-European CSI with supporting standard

	Greater transparency of services, particularly those delivered from other countries

	Ability for customers to compare like-for-like services and providers to benchmark themselves

	Assist customers in comparing levels of service performance across a range of services in different Member States

	Enable performance benchmarking by service providers, a facility that could be of considerable help in making the decision as to whether offering a service in another Member State would be viable

	Services Glossary & Translations

	Uniform understanding among service providers and customers across Europe of services-related communication

	Guidance document for customer centricity & interface

	Build in-depth knowledge and understanding of customers' needs and expectations

	Improve service providers' interaction with customers


Figure 8 – Summary of benefits of consolidated recommendations
NEXT STEPS
Single generic European service standard

Development

Based on the conclusion that a single generic European service standard should be developed, we believe that the best route for its development is through the formal CEN network. Having analysed all options including private initiatives, informal national standards and formal European standards, the best option is for its development within CEN.

Before handing this task to CEN CMC, we believe it is important to have a good, well-developed base document that can be submitted for development in the formal CEN system. In order to do so we suggest the European Commission make funding available for a group of proven, global experts in high-quality service provision, to work with CEN to develop a first draft of the specification.

Once this draft is completed it would be developed into a formal European Standard by a newly formed horizontal services standardization group that reports into BT/WG 163.

We clearly recognize that our recommendation for which sections to include in the generic service standard (outlined in Table 3) may not be adopted by the group of standardizers that come together to develop the standard, however, we strongly recommend that the group that takes this forward take our recommendations into consideration because of its basis within the research we have conducted.

Stakeholder Engagement

It has been found throughout the research conducted by all Module Leaders that it is very difficult to engage stakeholders across European in generic service standardization. One of the main reasons for this is because it is difficult for individual stakeholders to justify their investment of resources (financial, time and otherwise) to standardization work where the impact is much broader than the service in which they are directly engaged.

Despite this difficulty the high rate of success by the CHESSS Project Team to get stakeholders to participate in our project and the length of our stakeholder engagement list, indicates that there is a strong base and interest in generic standardization if it were taken forward.

To that end, and as described in detail in the recommendations of Module 3, stakeholder involvement and awareness raising campaigns should focus on:

· Success factors for businesses

· Success factors for cross-border trade in services
· Motives for participating in standardization
· Roles and benefits of horizontal European service safety standardization.
This recommendation is valid across all Modules, each of which has recognized the difficulty of involving stakeholders in the development of generic standards. 

Based on our stakeholder model, we recommend that significant effort is made within CEN CMC when it sets up a committee for the development of a single generic European service standard, as suggested above. Specifically, CEN CMC should:

· Have a specific marketing campaign to effectively communicate what work needs to be done and what it will entail

· Have a rigorous selection process for members of the group based on:

· Global expertise and demonstrated leadership in quality service delivery; and

· An appropriate balance of stakeholders.

· Communication of its strategy and other activities in service standardization

· More openness about the development process and procedures.
Certification and Quality Marking

At this time the CHESSS Project Team cannot set out any next steps for quality marking other than to suggest that the European Commission work with CEN to determine whether a quality mark should be developed alongside the single generic European service standard.
Next steps for other recommendations

Since all the other recommendations in the main report have been summarized directly from the individual Module reports, below we have a one paragraph summary for the next steps for those recommendations that have been taken forward into this report. For a full, comprehensive outline of the next steps for these recommendations please refer to each of the individual Module reports.
Guidance document for the development of service standards

For the development of the Guidance Document it is proposed that the work be undertaken by CEN/BT WG 163 “Services” who would be tasked with developing a first draft of the Guidance Document, building on the draft already developed by the CHESSS Project Team, and included as an Annex in the Module 1 report. Once the first draft is complete the process would be open to other stakeholders for comment on a well-developed, consensus-based document. It is estimated that the Guidance Document would be ready for publication 16 months after commencing the work.

Pan-European Customer Satisfaction Index (CSI) with supporting standard

The recommendation for the development and roll-out of a pan-European CSI will require CEN to prepare a proposal, business case and outline a draft for a European Standard for CSI criteria and methodology. 
The committee that would be set up to develop this standard would require the participation of service providers and customers of a representative range of service types, as well as the providers of existing CSIs and representatives from the European Consumer Centre network. 
Once the standard for CSI criteria and methodology is developed, the European Commission will need to determine how the CSI should be rolled out into the market place and what level of support and encouragement could be applied to reduce the risk of proliferation of competing European CSIs.
Services Glossary & Translations

CEN CMC should develop a proposal for the formation of a CEN Terminology Group and engage a broad cross-section of service providers, customers, terminology experts and standards professionals. This group will then be required to:

· Determine an appropriate services classification structure

· Determine a related terminology structure

· Develop a policy for dealing with linguistic matters.

Once these aspects have been determined the group can start the development of the European services glossary.

The setup of the group and its policies could take 10 to 12 months, subject to acceptance of this recommendation. It is expected that the glossary could be launched 10 to 12 months thereafter.
Guidance document for customer centricity and interface

In order to develop the guidance document for customer centricity and interface, CEN CMC should set up a subgroup to the group developing the single generic European service standard. This group would primarily be made up of members of the single generic European service standard group, as well as Customer Relationship Management (CRM) technology experts, who will be tasked with the development of the guide. The development of this guidance document could take 12 to 18 months once the group is formed.

Additional Next Steps

www.chesss.eu
To ensure continued engagement with the stakeholders engaged with throughout this project, and in particular in recognition of the difficulty to engage stakeholders in generic standardization generally, CEN CMC should maintain an online presence for CHESSS either by maintaining the website as it is or creating a microsite on the current CEN website..
Timeline for Next Steps

At this time the CHESSS Project Team cannot set out a timeline for next steps because this is entirely dependent on the acceptance of this report by the European Commission. However, we do suggest that in order to keep momentum the European Commission and CEN take our recommendations forward at its earliest possible convenience.
However, to assist the reader, we have included a table below summarising the Next Steps.
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Single generic European seice standard

Set up pre-standardization drafting group European Cormission immediate  [3-6 months

Set up standards committee CcEN |After previous [2-4 months

Develop standard CcEN |After previous |18-24 months

Assess potential for quality marking & certfication European Cornmission & CEN__|immediate |36 months
Guidance docurnent for the developrent of senice standards |CEN immediate —[15-24 months
Par-European Customer Satisfaction Index (C51)

Develop standard that underpins the CSI CEN immediate [18-24 months

CSl set-up and role-out European Cornmission |After previous 612 months
Senices Glossary & Translations CEN immediate _[16-24 months
Guidance docurent for customer centricity and interface CEN immediate _[16-24 months
Confinued engagernent with CHESSS stakeholders [CEN & CHESSS Partners Immediate  [N/A
Maintaining www.chesss. eu CEN Immediate  |12-36 months.






ANNEX A

This annex lists the stakeholders on the Stakeholder Map

	ORGANIZATIONS ON THE CHESSS STAKEHOLDER MAP

	Name of Organization
	Sector
	Country

	Mainori Kõrgkool
	Academia
	Estonia

	Tallinn University
	Academia
	Estonia

	Salamanca University
	Academia 
	Spain

	Bournemouth University
	Academia
	UK

	EBS Executive Training Centre
	Academia - Estonian Business School
	UK

	BYG-DTU
	Academia -Technical University of Denmark
	Denmark

	Holstein UK
	Agriculture
	UK

	The UK Accreditation Service
	Accreditation Service
	UK

	Tinc Associates
	Applications & systems development consultancy 
	Belgium

	AS SEB Ühisliising
	Banking Services
	Estonia

	Inibio OÜ
	Biotechnology
	Estonia

	Institute of Customer Service 
	Business to Business Operations
	UK

	Danish Commerce and Services
	Chamber of Commerce
	Denmark

	Institut d'Expertise Clinique Espagne
	Chemicals
	Spain

	Aldeas Infantiles SOS
	Childcare services
	Spain

	DCS 
	Cleaning Services
	Denmark

	EFCI European Federation of Cleaning Industries
	Cleaning Services
	Belgium

	Televida
	Communications
	Spain

	SHL Group Ltd
	Consultancy
	UK

	Institute of Business Consulting
	Consultancy 
	UK

	Tourism Research & Marketing
	Consultancy
	UK

	Mindfactory
	Consultancy 
	Switzerland

	Morpheus
	Consultancy 
	The Netherlands

	Danish Enterprise and Construction Authority
	Construction
	Denmark

	Pavimentos Asfálticos Salamanca S.L.
	Construction
	Spain

	Derrick Braham Associates Ltd
	Construction
	UK

	MART FALK CS
	Construction
	Estonia

	TipTipTap Playgrounds
	Construction
	Estonia

	Soojustuskeskus
	Construction
	Estonia

	Lava Creuna Norge AS  
	Content Management
	Norway

	ANEC
	Consumer association
	Belgium

	Estonian Consumer Union
	Consumer Association
	Estonia

	Forbrugerstyrelsen
	Consumer Association
	Denmark

	Consumer Council of Norway
	Consumer Association
	Norway

	Sinergy Events
	Conference Service Provider
	The Netherlands

	Training and Auditing
	Customer service consultancy
	UK

	The Moore Adamson Craig Partnership
	Customer service consultancy
	UK

	The Society of Consumer Affairs in Europe
	Consumer association
	Belgium

	Ipsos Loyalty
	Customer Satisfaction 
	USA

	Consumer Council
	Consumer association
	Israel

	Retrieval Systems Cooperation 
	Development and Integration firm
	Austria 

	Inek (Korea)
	Digital education research 
	Korea

	Disabled Peoples International
	Disability support service
	Ireland

	UPIK Dunav
	Disability support service
	Serbia

	Docufy gmbh
	Document computing services
	Germany

	CDM Formación
	Education
	Spain

	OÜ Linguajet
	Education
	Estonia

	Puhastusekspert
	Education
	Estonia

	Eaquals
	Education
	Estonia

	Fraunhofer IAO
	Education
	Germany

	Tallinn university of Mechanical Testing
	Education
	Estonia

	The Academy of Economic Studies 
	Education
	Romania

	Rautakesko AS
	Education
	Estonia

	State Univertity of Library Studies and Information Technologies
	Education
	Bulgaria

	Bit Media e-Learning solution Germanu GmbH
	Education
	Germany

	University of Acala 
	Education
	Spain

	University of Tartu
	Education
	Estonia

	Heinz-Piest-Insitut für Handwerkstechnik an der leibniz Universität Hannover
	Education
	Germany

	Tallinn College of Engineering
	Education
	Spain

	The Young Explorers Trust
	Education
	UK

	Almacenes Eléctricos madrileños SA
	Electronics
	Spain

	Electrical Contractors Association
	Electronics
	 

	ForteX Consulting 
	Electronic Information Management
	Finland

	Single Market Ventures
	Electronic News Service
	Belgium

	Siemens AG, CSP S
	Electronics 
	Germany

	FABEC Elektroonika OÜ
	Electronics 
	Estonia

	Hekatron Vertriebs GmbH
	Electronics
	Germany

	ZVEI - Zentralverband Elektrotechnik - und Elektronikindustrie e.V.
	Electronics and Electric
	Germany

	Splashpower Ltd
	Electronics
	UK

	EDF Energy
	Energy
	UK

	INNOMET bv
	Energy 
	The Netherlands

	GPX International Ltd
	Energy
	The Netherlands

	Iberdrola Distribucion Electrica, S.A.U.
	Energy
	Spain

	Gas Natural Distribution
	Energy
	Spain

	British Gas
	Energy
	UK

	AS Narva Elektrijaamad
	Energy
	Estonia

	EDF Energy
	Energy
	UK

	TECNIFUEGO-AESPI
	Energy
	Spain

	ND Metering Solutions
	Energy
	UK

	E.V.V.E.e.V.
	Energy
	The Netherlands

	Ista International GmbH
	Energy
	Germany

	Energywatch
	Energy
	UK

	ABA -Tony Brown Associate Ltd
	Engineering
	UK

	Advanced Consulting engineering
	Engineering
	Spain

	Dirección General de Industria,Energía y Minas de la Comunidad de Madrid
	Engineering
	Spain

	PROYECTO Y CONTROL, S.A.
	Engineering
	Spain

	Atomic Weapons Establishment 
	Engineering
	UK

	Pump and Valve Consulting
	Engineering
	Germany 

	Altran sdb
	Engineering
	Spain

	A.C.E.
	Engineering
	Spain

	Proyecto y Control, SA
	Engineering
	Spain

	SPRI S.A.
	Engineering
	Spain

	JVL.DK
	Engineering
	Denmark

	Airbus Deutschland GmBH
	Engineering 
	Germany

	Dirección General de Inspección, Energía y Minas de la Comunidad de Madrid
	Engineering
	Spain

	AS Kaanon Kinnisvara
	Estate Agency Services
	Denmark

	NORMAPME
	European standards and certification
	Belgium

	Alcontrol Laboratories
	Environmental analysis
	UK

	Keskonnaministeerium
	Environment
	Estonia

	Forende Service
	Facility Service and Health Care 
	Denmark

	Finance Management OÜ
	Finance
	UK

	AMC Amaris AS
	Finance
	Estonia

	Sodexho
	Food Facilities Management
	France

	Emuna
	Food and Beverage
	Estonia

	E.M.S.F.M.S.A
	Funeral Services
	Estonia

	The Federal Public Service Foreign Affairs and Foreign Trade and Development Cooperation
	Government
	Belgium

	Department of Enterprise, Trade and Employment
	Government
	Ireland

	Ministry of Commerce, Industry and Tourism of the republic of Cyprus
	Government
	Cyprus

	Ministry for the Economy and the foreign Trade
	Government
	Germany

	Ministry of Foreign Affairs Hungary
	Government
	Hungary

	Finland Ministry of Trade and Industry
	Government
	Finland

	BERR – Deparment for Business, Enterprise, Regulation 
	Government
	UK

	Swedish National Board of Trade
	Government
	Sweden

	Ministry of Economic Affairs and Communications
	Government
	Estonia

	BMWi Berlin Federal Ministry of Economics and Technology
	Government
	Germany

	Estonia Ministry of Economic Affairs and Communications
	Government
	Estonia

	Greece Ministry of Economy and finance
	Government
	Greece

	Spain Cooperation and foreign office 
	Government
	Spain

	France Ministry of Economy Finance and the Industry 
	Government
	France

	Latvian Ministry of Economics
	Government
	Latvia

	Ministry of Economy The republic of Lithunia
	Government
	Lithuania

	Ministry of Economics Affairs
	Government
	Spain

	Maksu- ja Tolliamet
	Government 
	Estonia

	European Commission
	Government
	Belgium

	Republic of Bulgaria Council of Ministers
	Government 
	Bulgaria

	Danmarks Statistik
	Government 
	Denmark

	Instituto Nacional del Consumo
	Government
	Spain

	CSIC
	Government 
	Spain

	Ayuntamiento de Alcobendas
	Government 
	Spain

	Region de Murcia Turistica, S.A.
	Government
	Spain

	Federal Ministry of Economics and Technology 
	Government
	Germany

	Rep of Poland Ministry of Economics
	Government
	Poland

	Federal Ministry for Social Affairs and Consumer Protection
	Government
	Germany

	Gov of the rep of Slovenia, Ministry of Economics
	Government
	Slovenia

	Department for the Communitarian Political
	Government
	Italy

	Ministry of Competitiveness and Communications 
	Government
	Malta

	Ministry of European Integration
	Government
	Romania

	Ministério dos Negócios Estrangeiros
	Government
	Portugal

	Austrian Federal Economic Chamber
	Government
	Estonia

	Ayutamiento de Alcobendas
	Government
	Spain

	Ministero de Agricultura, pesca y Alimentacion
	Government
	Spain

	Department of Health
	Government
	UK

	Ministry of Industry and Trade of the Czech Republic 
	Government
	Czech Republic

	Health Care Board
	Governmental Agency
	Estonia

	Raviamet
	Healthcare
	Estonia

	West Square Associates
	Healthcare
	UK

	Hospital Reina Sofia
	Healthcare - hospital services
	Bulgaria

	KAN Kommission Arbeitsschutz und Normung
	Health and safety standardization 
	Germany

	EULEN Sociosanitarios 
	Healthcare
	Spain

	Servicio de Salud de Castilla la Mancha
	Healthcare
	Spain

	HSE
	Health and Safety Commission
	UK

	Age Concern
	Home Help Services
	UK

	St Barbara Hotel
	Hospitality
	Estonia

	Tivoli
	Hospitality
	Denmark

	The Cornish Arms Cottage
	Hospitality
	UK

	OÜ Oru Hotell
	Hospitality
	Estonia

	Parque Denia Resort
	Hospitality -hotel services
	UK

	Sokos Hotel Viru
	Hospitality -hotel services
	Estonia

	HOTREC
	Hospitality - trade association
	Belgium

	ICMCI
	ICT
	Denmark

	Reminet Ltd
	ICT
	Estonia

	HDI
	ICT
	UK

	R-Süsteemid OÜ
	ICT
	Estonia

	Forbes Sinclair
	IT security services
	Spain

	Eurochambers
	Industry and Commerce
	Belgium

	VNO-NCW Confederation of Netherlands Industry and Employers
	Industry confederation
	The Netherlands

	Knowledge Synergy
	Information and knowledge processing
	Japan

	Synergy Incubate
	Information management systems
	Japan

	Seesam Rahvusvaheline Kindlustuse AS
	Insurance Services
	Estonia

	Ligent
	IT systems
	USA

	Help Desk Institute 
	IT service and support industry
	UK

	CSW engineering and delivery systems
	IT outsourcing
	UK

	Diderot Track
	IT outsourcing
	The Netherlands

	Eurostep
	IT outsourcing/ consultancy
	Wales

	VdS Schadenverhütung
	Insurance Services
	Germany

	Narva Linnavalitsus
	Local authority/government
	Estonia

	Antares Abogados
	Legal Services
	Spain

	Bundesverband der Freien Berufe
	Legal Services
	Germany

	The National Archives of Estonia
	Library Services
	Estonia

	National Library of Estonia
	Library Services
	Estonia

	Layher Scaffolding
	Machinery
	Spain

	Consult.Ing
	Management Consultancy 
	UK

	Competence Assurance Solutions Ltd.
	Management Consultancy
	UK

	TJO Konsultatsioonid OÜ
	Management Consultancy
	Estonia

	Association of European Consultancies AEC/VEU
	Management Consultancy 
	Germany

	Strategic Vision Limited
	Management Consultancy
	UK

	Group 5 training
	Management Consultancy
	UK

	Europe-Asia Trading Consultant Agency Ltd
	Management Consultancy
	Belgium

	European Profiles
	Management Consultancy
	Greece

	Ennsfellner Consulting
	Management Consultancy
	Austria 

	Index Information Technologies Oy
	Management Systems
	Finland

	PVC Madrid SL
	Manufacturing
	Spain

	Laser Vision
	Manufacturing
	Germany

	Farm Plant Eesti aS
	Manufacturing
	Estonia

	Gevan Ltd
	Manufacturing
	UK

	Kar Mobiles Ltd
	Manufacturing
	India

	I.D.E.E. Srl
	Machinery
	Italy

	Outokumpu Copper Tubes S.A
	Manufacturing
	Spain

	Direct Marketing Industry
	Marketing 
	UK

	TNS Emor
	Market research  
	Estonia

	The Market Research Society
	Market research
	UK

	Chartered Institute of Marketing Travel Industry Group
	Marketing
	UK

	HTO Consulting Engineering
	Media
	Germany

	NBS
	Media
	UK

	Semanit Ltd
	Mobile applications
	Bulgaria

	The Workers' Museum
	Museum
	Denmark

	Forbundet Kommunikation og Sprog
	Charity
	Denmark

	Officenet
	Office knowledge portal 
	Norway

	Serviguide
	Ombudsman Service
	UK

	E.M.S.F.M.S.A.
	Other
	Spain

	IQMS Reval Ltd
	Other
	Estonia

	Petrol SA
	Petrol
	Bulgaria

	VEA Qualitas
	Professional Services
	Spain

	Vincotte
	Quality, safety and environment-related services
	Belgium

	Det Norske Veritas Estonia
	Research
	Estonia

	Environmental Change Institute, University of Oxford
	Research Centre
	UK

	Scientio
	Research in artificial intelligence
	UK

	Red Ferroviaria Vasca- Euskal Trenbide Sarea
	Rail Network, transportation
	Spain

	Fundación SAR
	Residential management 
	Spain

	Centro de Investigaciones Energéticas, Medioambientales y Tecnológical
	Research centre
	Spain

	Praktiker
	Retail
	Romania

	TNS plc
	Research
	UK

	First Choice Recruitment
	Recruitment services
	Estonia

	SSA UK -Self Storage Association 
	Relocation Services 
	UK

	Estonian Radiation Protection Centre (ERPC)
	Radiation protection
	Estonia

	Enterprise Estonia
	Science and research institutes
	Estonia

	Castle Care-Tech Ltd
	Security Services
	UK

	Tyco Fire & Security
	Security 
	UK

	Securiguard A/S
	Security
	Denmark

	Euralarm
	Security
	Belgium

	Tovek
	Software implementing systems
	Czech Republic

	BySky 
	Satellite and Service Providers
	The Netherlands

	Elsacom Spa - A Finmeccanica Company
	Satellite and Service Providers
	Italy

	EURASIASAT
	Satellite and Service Providers
	Monaco

	EUROPE STAR LIMITED
	Satellite and Service Providers
	UK

	EUTELSAT
	Satellite and Service Providers
	France

	HISPASAT S.A.
	Satellite and Service Providers
	Spain

	HELLAS SAT S.A.
	Satellite and Service Providers
	Greece

	IABG mbH
	Satellite and Service Providers
	Germany

	The Red Dog Company
	Shipping Services
	Estonia

	SBA promotional Products Intl
	Sourcing products
	UK

	AFNOR
	Standards
	France

	CEN
	Standards
	Belgium

	BSI
	Standards
	UK

	Standardization Institute of the Republic of Macedonia (ISRM)
	Standards
	Macedonia

	Pronorm AS
	Standards
	Norway

	Bulgarian Institute for Standardization
	Standards
	Bulgaria

	Estonian Center for Standardization
	Standards
	Estonia

	Cyprus Organization for Standards
	Standards
	Cyprus

	DIN
	Standards
	Germany

	SII - Standards Institution of Israel
	Standards
	Israel

	AFNOR
	Standards
	France

	Standard Norge
	Standards
	Norway

	SIS
	Standards
	Sweden

	Standardization Institute of the Republic of Macedonia
	Standards
	Macedonia

	Bouvet AS
	System development and business modeling
	Norway

	Neofonie
	Solution providers 
	Germany

	Datatronics
	Telecommunications
	Spain

	Red Ferroviaria Vasca- Euskal Trenbide Sarea
	Transportation
	Spain

	Aena Airport
	Transportation
	Spain

	Edelaraudtee AS
	Transportation
	Estonia

	Arsaco OÜ
	Transportation
	Estonia

	Banedanmark - Rail Net Denmark
	Transportation
	Denmark

	ADAMS TRANSPORT Co.ApS
	Transportation
	Denmark

	Alpimer OÜ
	Transportation
	Estonia

	Fundacion ICIL
	Transportation
	Spain

	Maersk
	Transportation
	Estonia

	Confederation of Danish Commercial Transportation and Service Industries
	Transportation
	Denmark

	The British Holiday & Home Parks Association 
	Trade Association
	UK

	Visit Britain
	Trade Association
	UK

	ABTA - the Association of British Travel Agents 
	Trade Association
	UK

	European Tour Operators Association
	Tourism - Trade Association
	Belgium

	Estravel AS
	Tourism
	Estonia

	ECTAA
	Tourism
	Belgium

	Estonian Tourist Board
	Tourism
	Estonia

	Federation of Small Businesses
	Trade Association
	UK

	Grammersmith 
	Technology research and consulting
	USA

	Dirección General Tributos
	Tax Governmental Dpt. 
	Spain

	Colegio de Abogados de Alava
	Trade Association - Lawyers
	Spain

	IRCA - International Register of Certified Auditors
	Trade Association
	UK

	European Federation of Management Consultants
	Trade Association 
	Belgium

	Management Consultancies Association
	Trade Association 
	UK

	Europe and World Trade Directorate
	Trade
	UK

	Danish Management Board
	Trade/Development Services
	Denmark

	FRANCE TELECOM
	Telecommunication Operator 
	France

	DATATRONICS SA
	Telecommunications 
	Spain

	AEDI
	Technology
	Spain

	Blue Phoenix 
	Technology
	Denmark

	Ceis
	Technology & Innovation
	Spain

	Zehyr Design
	Technology
	Estonia

	Force Technology
	Technology
	Denmark

	Ibérica de Componentes S.A.
	Technology
	Spain

	ZVEI Zentralverband Elektrotechnik und Elektronikindustrie e.V.
	Trade association
	Germany

	The Confederation of Danish Industries
	Trade Association
	Denmark

	GRTU
	Trade Association - SMEs
	Malta

	Minufirma OÜ
	Trade Association
	Estonia

	ZDH German Confederation of skilled crafts
	Trade association
	Germany

	FAMO
	Trade Association
	Spain

	Intertek Eurolab
	Testing and inspection 
	Estonia

	Centro Nacional de Investigaciones Metalrgicas
	Testing and inspection 
	Spain

	Actaris UK Limited
	Utility (metering)
	UK

	Engage consulting Ltd
	Utilities Services
	UK

	EMASESA
	Utilities (direct supply of water)
	Spain

	Water UK
	Utilities 
	UK

	Interchimie werken 'De Adelaar Eesti' AS
	Veterinary Healthcare
	Estonia

	AUTELSI - Asociación Española de Usuarios de Telecomunicaciones y de la Sociedad de la Información
	Telecommunication association
	Spain

	Veolia Vand A/S
	Water services
	Denmark

	Empresa Metropolitana de Aguas de Sevilla
	Water supply management
	Spain

	Severn Trent Utilities Ltd
	Water, waste and utility services
	UK

	Consumer Council for Water
	Water and sewerage watchdog
	UK

	ATEGRUS
	Waste Management Association
	Spain

	GeoLang Ltd (Osewtry)
	World Language Documentation Centre
	UK


ANNEX B

This Annex lists the company name, sector and country of origin of the attendees at each of the World Cafés and Brussels Seminar.

Please note that the total number of organisations in these lists will not correspond to the total number of stakeholders outlined in the main section of the report. This is due to several factors:

· Some companies sent multiple delegates

· Some delegates did not provide the name of the organisation they represented

· Some delegates are self-employed which, due to data protection legislation, prevents us from listing them

	London World Café 2-4 October 2008

	Name of Organization
	Sector
	Country

	Consumer Council of Norway
	Consumer Association
	Norway

	British Holiday & Home Parks Association
	Trade Association
	UK

	TNS plc
	Research
	UK

	ABA -Tony Brown Associate Ltd
	Engineering
	UK

	ABTA
	Trade Association
	UK

	energywatch
	Energy
	UK

	Young Explorers Trust
	Education
	UK

	BSI British Standards
	Standards
	UK

	Austrian Federal Economic Chamber
	Government 
	Austria

	The Market Research Society
	Market Research
	UK

	The Institute of Customer Service
	Business to Business Operations
	UK

	United Kingdom Accreditation Service
	Accreditation
	UK

	HDI
	ICT
	UK

	Splashpower Ltd.
	Electronics
	UK

	ANEC
	Trade Association
	Belgium

	Tyco Fire and Security
	Security
	UK

	Fraunhofer IAO
	Education
	Germany

	DIN/NAGD
	Standards
	Germany

	Dept Innovation University and Skills
	Government 
	UK

	Tourism Research & Marketing
	Research & Marketing
	UK

	EAQUALS
	Education
	UK

	Health and Safety Executive
	Government 
	UK

	NEN
	Standards
	The Netherlands

	Institute of Business Consulting
	Trade Association
	UK

	Dept Innovation University and Skills
	Government 
	UK

	AENOR
	Standards
	Spain

	Severn Trent Water
	Utilities
	UK

	Bournemouth University
	Academia
	UK

	West Square Associates
	Healthcare
	UK

	Department of Health
	Government 
	UK

	Age Concern
	Charity
	UK

	SSA UK
	Relocation Services - trade association
	UK

	ETOA
	Trade Association
	Belgium

	Environmental Change Institute, University of Oxford
	Academia
	UK

	Consumer Council for Water
	Utilities
	UK

	INNOMET bv
	Utilities
	The Netherlands

	Engage Consulting
	Consultancy
	UK

	GPX International Ltd
	Energy
	Estonia

	ND Metering Solutions
	Utilities
	UK

	Tallinn World Café 16 - 18 October 2007

	Name of Organisation
	Sector
	Country

	Reminet Ltd.
	ICT
	Estonia

	Puhastusekspert OÜ
	Education
	Estonia

	Rautakesko AS
	Education
	Estonia

	OÜ Linguajet
	Education
	Estonia

	Estonian Center for Standardization
	Standards
	Estonia

	Pärnu College, University of Tartu
	Academia
	Estonia

	Narva Linnavalitsus
	Government 
	Estonia

	Sokos Hotel Viru
	Tourism
	Estonia

	OÜ Oru Hotell
	Tourism
	Estonia

	Estonian Radiation Protection Centre (ERPC)
	Utilities
	Estonia

	Det Norske Veritas Estonia
	Research
	Estonia

	National Library of Estonia
	Education
	Estonia

	IQMS Reval Ltd
	Other
	Estonia

	Health Care Board
	Healthcare
	Estonia

	Maksu ja Tolliamet
	Government 
	Estonia

	Tallinn University, Knowledge Transfer Centre
	Academia
	Estonia

	Pump-and Valve Consulting
	Engineering
	Germany 

	Bundesministerium für Wirtschaft und Technologie / Federal Ministry of Economics and Technology
	Government 
	Germany

	Ministry of Economic Affairs and Communications
	Government 
	Estonia

	Mainori Kõrgkool
	Academia
	Estonia

	AS Narva Elektrijaamad
	Energy
	Estonia

	First Choice
	Recruitment services
	Estonia

	Farm Plant Eesti AS
	Agriculture
	Estonia

	Estonian Consumers Union
	Consumer Association
	Estonia

	Edelaraudtee AS
	Transportation
	Estonia

	FABEC Elektroonika OU
	Electronics
	Estonia

	Intertek Eurolab
	Testing and inspection 
	Estonia

	EVS
	Standards
	Estonia

	Estravel AS
	Tourism
	Estonia

	National Archives of Estonia
	Education
	Estonia

	Raviamet
	Healthcare
	Estonia

	Copenhagen World Café 6 - 7 November 2007

	Name of Organisation
	Sector
	Country

	Forbundet Kommunikation og Sprog
	Charity
	Denmark

	Maersk
	Transportation
	Denmark

	Standard Norge
	Standards
	Norway

	Banedanmark (Rail Net Denmark)
	Transportation
	Denmark

	BYG-DTU
	Academia -Technical University of Denmark
	Denmark

	Veolia Vand A/S
	Utilities
	Denmark

	The Workers' Museum
	Museum
	Denmark

	Forenede Service
	 
	Denmark

	Kø benhavns kommune
	Healthcare
	Denmark

	Danish Management Board
	Trade Association
	Denmark

	DI
	Trade Association
	Denmark

	ADAMS TRANSPORT Co.ApS
	Transportation
	Denmark

	DCS
	Cleaning Services
	Denmark

	JVL.DK
	Engineering
	Denmark

	Forbrugerstyrelsen/National Consumer Agency
	Consumer Association
	Denmark

	Securiguard A/S
	Security
	Denmark

	FORCE Technology
	Technology
	Denmark

	Tivoli
	Hospitality
	Denmark

	Copenhagen Council
	Government 
	Denmark

	SIS
	Standards
	Sweden

	TCM
	Research
	Denmark

	ICMCI
	ICT
	Denmark

	Madrid World Café 20 - 22 November 2007

	Name of Organisation
	Sector
	Country

	E.M.S.F.M.S.A.
	Other
	Spain

	MA3M
	Engineering
	Spain

	IBERDROLA DISTRIBUCION ELECTRICA, S.A.U.
	Energy
	Spain

	Dirección General Tributos
	Government 
	Spain

	Ministerio de Agricultura, Pesca y Alimentación
	Government 
	Spain

	EMASESA
	Utilities
	Spain

	PROYECTO Y CONTROL, S.A.
	Engineering
	Spain

	Servicio de Salud de Castilla la Mancha
	Healthcare
	Spain

	Aldeas Infantiles SOS
	Childcare
	Spain

	TECNIFUEGO-AESPI
	Energy
	Spain

	Empresa Metropolitana de Aguas de Sevilla
	Water supply management
	Spain

	The Academy of Economic Studies 
	Academia
	Romania

	AUTELSI, Asociación Española de Usuarios de Telecomunicaciones y de la Sociedad de la Información.
	Telecommunications
	Spain

	Altran sdb
	Engineering
	Spain

	LASERVISION
	Manufacturing
	Germany

	Serviguide
	Ombudsman services
	UK

	DATATRONICS SA
	Telecommunications
	Spain

	Bulgarian institute for Standardization
	Standards
	Bulgaria

	Forbes Sinclair
	IT security services
	Spain

	Televida
	Communications
	Spain

	Commission for occupational health and safety and standardization - KAN
	Healthcare
	Germany

	REGION DE MURCIA TURISTICA, S.A.
	Government 
	Spain

	Fraunhofer IAO
	Education
	Germany

	Ministerio de Industria, Turismo y Comerco
	Government 
	Spain

	Parque Denia Resort
	Hospitality -hotel services
	Spain

	A.C.E.
	Engineering
	Spain

	CDM Formación
	Education
	Spain

	VEA Qualitas
	Professional Services
	Spain

	FUNDACION ICIL
	Transportation
	Spain

	FAMO
	Trade Association
	Spain

	Salamanca University
	Academia
	Spain

	AFNOR
	Standards
	France

	AENOR
	Standards
	Spain

	Aena Airport
	Transportation
	Spain

	Standardization Institute of  the Republic of Macedonia  (ISRM)
	Standards
	Macedonia

	INSTITUT D'EXPERTISE CLINIQUE ESPAGNE
	Chemicals
	Spain

	Servicio de Salud de Castilla la Mancha
	Healthcare
	Spain

	GAS NATURAL
	Utilities
	Spain

	AEDI
	Technology
	Spain

	CSIC
	Government 
	Spain

	SIS
	Standards
	Sweden

	ATEGRUS
	Waste Management
	Spain

	Colegio de Abogados de Alava
	Trade Association 
	Spain

	EULEN SOCIOSANITARIOS
	Healthcare
	Spain

	Instituto Nacional del Consumo
	Government 
	Spain

	PVC MADRID S.L.
	Manufacturing
	Spain

	Ayuntamiento de Alcobendas
	Government 
	Spain

	Red Ferroviaria Vasca- Euskal Trenbide Sarea
	Transportation
	Spain

	SPRI, S.A.
	Engineering
	Spain

	Fundación SAR
	Residential Management 
	Spain

	Antares Abogados
	Legal Services
	Spain

	Dirección General de Industria,Energía y Minas de la Comunidad de Madrid
	Engineering
	Spain

	Ibérica de Componentes S.A.
	Technology
	Spain

	INNOMET bv
	Utilities
	The Netherlands

	Brussels Seminar 2 April 2008

	Name of Organisation
	Sector
	Country

	University de Lausanne
	Academia
	Switzerland

	TU Berlin
	Academia
	Germany

	NORMAPME - representing small enterprises
	Business Association
	Belgium

	Business Europe
	Business Association
	Belgium

	The Consumer Council of Norway
	Consumer Association
	Norway

	ANEC - European Consumer Body
	Consumer Association
	Belgium

	Siemens AG
	Electronic 
	Germany

	E.V.V.E. e.V.
	Energy
	The Netherlands

	ista International GmbH
	Energy
	Germany

	Energy Watch
	Energy
	UK

	ORGALIME - The European engineering industries association
	Engineering
	Belgium

	VDMA
	Engineering
	Belgium

	Single Market Ventures
	Electronic News Service
	Belgium

	UPIK Dunav - Association of Paraplegic and
Quadriplegic
	Equalities
	Serbia

	EU Commission
	Government
	Belgium

	Federal Ministry of Economics and Technology Germany
	Government
	Germany

	Commission for occupational health and safety and standardization - KAN
	Healthcare
	Germany

	HDI - Helpdesk Institute
	IT service and support industry
	UK

	Bundesverband der Freien Berufe
	Legal Services
	Germany

	Competence Assurance Solutions Ltd.
	Management Consultancy
	UK

	Europe & Globe
	Other
	Belgium

	BV Denmark
	Other
	Denmark

	Vinçotte
	Other
	Belgium

	SFS Finland
	Other
	Finland

	H&D Brussels
	Other
	Belgium

	Bundesverband Deutscher Unternehmensberater
	Other
	Germany

	Euralarm
	Security
	Belgium

	ISO - International Standards Organisation
	Standards
	Switzerland

	NEN - Dutch standardization body
	Standards
	The Netherlands

	Standard Norge
	Standards
	Norway

	DIN/NAGD - German standardization body
	Standards
	Germany

	CEN - European standardization body
	Standards
	Belgium

	BSI - British Standards Institution
	Standards
	UK

	SIS, Swedish Standards Institute
	Standards
	Sweden

	AFNOR
	Standards
	France

	AENOR - Spanish standardization body
	Standards
	Spain

	Confederation of Danish Industries
	Trade Association
	Denmark

	Danish Industries
	Trade Association
	Denmark

	ECA Electrical Contractors Association
	Trade Association
	Belgium

	ECTAA - European travel agents & tour operators association
	Trade Association
	Belgium

	HOTREC - European association of hotels, restaurants & cafés
	Trade Association
	Belgium

	British Holiday & Home Parks Association
	Trade Association
	UK

	ZVEI - Zentralverband Elektrotechnik- und Elektronikindustrie e.V.
	Trade Association
	Germany

	VNO-NCW Confederation of Netherlands Industry and Employers
	Trade Association
	The Netherlands

	HTS - The Confederation of Danish Commercial, Transportation and Service Industries
	Trade Association
	Denmark

	INNOMET bv
	Utilities
	The Netherlands

	ATEGRUS - Association for Waste Management & the Environment
	Waste Management
	Spain

	GeoLang  Ltd (Osewtry)
	World Language Documentation Centre
	UK


ANNEX C

Detailed website statistic as recorded from June 1st 2007 to May 31st 2008
Visitor numbers
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Visits by country
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New vs. Returning Visitors
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