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" Q U A L I T Y  I S
N E V E R  A N
A C C I D E N T .

I T  I S  A L W A Y S
T H E  R E S U L T  O F

I N T E L L I G E N T
E F F O R T "

John Ruskin

P R E S I D E N T ' S  M E S S A G E

Since  d ig i t a l i sa t i on  has  been  an  exc i t i ng  s tep
fo rward ,  t he  Ma lays ian  Assoc ia t i on  o f  S tandards
Users  (S tandards  Users )  w ishes  to  t ru l y  connec t
w i th  l oca l  and  wor ldw ide  consumers  th rough  i t s
annua l  magaz ine  to  commun ica te  the
o rgan iza t i on ’ s  news ,  i n t roduce  ISO s tandards ,
Ma lays ian  S tandards ,  po l i c i es  and  bes t  p rac t i ces
to  demons t ra te  i t s  t rue  va lues ,  speak  o f  i t s
asp i ra t i ons  and  convey  an  ove ra l l  m iss ion  to  he lp
consumers  wor ldw ide .  I n  a  t ime  when  many
consumers  have  los t  j obs  and  many  bus inesses  a re
s t rugg l i ng  to  su rv i ve ,  t h i s  magaz ine  i s  an
ins t rumen ta l  gu ide  to  improve  the  su rv i va l  o f  a l l .

Un i t  p r i c ing  he lps  consumers  compare  the  p r i ces
o f  packaged  goods  when  those  goods  a ren ' t  so ld  i n
equa l  quan t i t i es .  I t ' s  un i t  p r i c ing  tha t  a l l ows  a
shopper  to  te l l  a t  a  g lance  wh ich  i s  t he  be t te r  buy
fo r  consumers .
E-commerce  has  ex tens i ve l y  ma tu red  in  the  l as t
decade  and  i t  con t i nues  to  g row fas t  even  today .
We a re  l i v i ng  i n  exc i t i ng  t imes ,  where  d ig i t a l  i t ems
are  becoming  smar te r  and  advanced  day  a f te r  day .
E -commerce  i s  a  power fu l  means  to  connec t  t he
unconnec ted  to  g loba l  t rade .
Standards  Users  i s  ac t i ve l y  i nvo l ved  in  cu l t i va t i ng
the  imp lemen ta t i on  o f  s tandards  i n  o rde r  to  ensu re
bus iness  sus ta inab i l i t y  t h rough  r i sk  management .
S tandards  he lp  suppor t  bas i c  consumer  p ro tec t i on
by  ra i s ing  l eve l s  o f  qua l i t y ,  sa fe ty ,  re l i ab i l i t y ,
e f f i c i ency  and  in te rchangeab i l i t y .  They  can  be  an
e f fec t i ve  too l  i n  consumer  p ro tec t i on  as  they
p rov ide  a  bas i s  fo r  na t i ona l  l eg i s la t i on  and
cer t i f i ca t i on  schemes .  They  can  a l so  be  rega rded
as  bes t  p rac t i ces  fo r  use  i n  p romot ing  bus iness
and  in  l i t i ga t i on  fo r  damages .  Wha t  consumers
wan t  i n  genera l  a re  BEST Goods  and  Serv i ces  fo r
the  BEST Va lue  and  AVAILABLE to  ALL .  
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 I t  c a n  b e  c a u s e d  o r  e x a c e r b a t e d  b y  t h e
a c t i o n s  o r  p r o c e s s e s  o f  f i r m s .  A s  s t a t e d  b y
c o n s u m e r  a d v o c a t e  R o b i n  S i m p s o n ,  s o m e  o f
u s  a r e  v u l n e r a b l e  a l l  t h e  t i m e  a n d  a l l  o f  u s
a r e  v u l n e r a b l e  s o m e  o f  t h e  t i m e .  

I t  i s  t h i s  t h i r d  a p p r o a c h  t o  c o n s u m e r
v u l n e r a b i l i t y  t h a t  i s  t h e  f o c u s  o f  t h i s  p a p e r .
T h e  p a p e r  a d v o c a t e s  t h e  a d o p t i o n  i n  M a l a y s i a
o f  t h e  I S O  s t a n d a r d  o n  c o n s u m e r
v u l n e r a b i l i t y .  T h e  p a p e r  f i r s t  h i g h l i g h t s  t h a t
t h e  U n i t e d  N a t i o n s  G u i d e l i n e s  o n  C o n s u m e r
P r o t e c t i o n  ( U N G C P )  n o w  r e q u i r e s  a  f o c u s  o n
c o n s u m e r  v u l n e r a b i l i t y .  I t  t h e n  d i s t i n g u i s h e s
b e t w e e n  t h e  t e r m s  ‘ v u l n e r a b l e ’  a n d
‘ d i s a d v a n t a g e d ’ ,  b o t h  o f  w h i c h  t e r m s  a r e  u s e d
i n  t h e  l i t e r a t u r e  o n  c o n s u m e r  p r o t e c t i o n .

T h e  m a j o r  p a r t  o f  t h e  p a p e r  d e a l s  w i t h  t h e
B r i t i s h  S t a n d a r d s  I n s t i t u t i o n  s t a n d a r d  o n
c o n s u m e r  v u l n e r a b i l i t y  ( B S I  1 8 4 7 7 )  t h a t  w a s
a d o p t e d  i n  2 0 1 0  a n d  h i g h l i g h t s  s o m e  o f  t h e
s i g n i f i c a n t  a d v a n c e s  i n  c o n s u m e r  p r o t e c t i o n
t h a t  r e s u l t e d  f r o m  t h e  a d o p t i o n  o f  t h a t
s t a n d a r d .  B S I 1 8 4 7 7  w a s  t h e  i n s p i r a t i o n  f o r
t h e  a d o p t i o n  i n  2 0 2 2  o f  a  s i m i l a r  s t a n d a r d  b y
t h e  I n t e r n a t i o n a l  S t a n d a r d s  O r g a n i z a t i o n :  T h e
c o n c l u s i o n  t o  t h e  p a p e r  s u g g e s t s  t h e  b e n e f i t s
t h a t  c a n  a c c r u e  t o  M a l a y s i a  b y  a d o p t i n g  a
s i m i l a r  s t a n d a r d .

I N  C O N S U M E R  P R O T E C T I O N ,
t h e  t e r m  ‘ v u l n e r a b l e ’  h a s  b e e n  u s e d  i n  a t
l e a s t  t h r e e  c o n t e x t s .  T h e  f i r s t  u s e  o f  t h e  t e r m
‘ v u l n e r a b l e ’  i s  t o  c o n s i d e r  a l l  c o n s u m e r s  a s
v u l n e r a b l e  v i s - à - v i s  t h e  p r o d u c e r s  a n d
s u p p l i e r s  o f  g o o d s  a n d  s e r v i c e s .  T h e  s e c o n d
u s e  o f  t h e  t e r m  i s  t o  i d e n t i f y  t h e  v u l n e r a b l e
a s  t h o s e  w h o  w e r e  m e m b e r s  o f  s p e c i f i e d
d i s a d v a n t a g e d  g r o u p s  -  t h e  p o o r ,  i l l i t e r a t e ,
c h i l d r e n  t h e  a g e d  a n d  t h o s e  i n  r u r a l
c o m m u n i t i e s .  

I n  t h i s  c o n t e x t ,  t h e  t e r m  ‘ v u l n e r a b l e ’  c a m e  t o
b e  e v e n  u s e d  i n t e r c h a n g e a b l y  w i t h  t h e  t e r m
‘ d i s a d v a n t a g e d ’ .  A  t h i r d  a n d  m o r e  r e c e n t  u s e
o f  t h e  t e r m  c o n s u m e r  v u l n e r a b i l i t y  i s  t o
r e g a r d  c o n s u m e r  v u l n e r a b i l i t y  i n  a  m o r e
n u a n c e d  m a n n e r .  V u l n e r a b i l i t y  c a n  c o m e  i n  a
r a n g e  o f  g u i s e s ,  a n d  c a n  b e  t e m p o r a r y ,
s p o r a d i c  o r  p e r m a n e n t  i n  n a t u r e .  W e  c a n  a l l
b e c o m e  v u l n e r a b l e ,  f o r  e x a m p l e ,  b y
b e r e a v e m e n t ,  o r  a n  i l l n e s s  d i a g n o s i s .
V u l n e r a b i l i t y  i s  a l s o  n o t  j u s t  t o  d o  w i t h  t h e
s i t u a t i o n  o f  t h e  c o n s u m e r .
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C o n s u m e r  v u l n e r a b i l i t y  a s  d e a l t
w i t h  i n  t h e  U N G C P

T h e  l a n d m a r k  U N C G P  a d o p t e d  b y  c o n s e n s u s
b y  t h e  U N  G e n e r a l  A s s e m b l y  i n  1 9 8 5 ,
( U N C G P  1 9 8 5 )  m a k e s  s p e c i a l  m e n t i o n  o f  t h e
n e e d s  o f  c o n s u m e r s  i n  d e v e l o p i n g  c o u n t r i e s
e v e n  i n  t h e  f i r s t  p a r a g r a p h  o f  t h e  P r e a m b l e .
T h i s  s p e c i a l  a t t e n t i o n  t o  c o n s u m e r s  i n
d e v e l o p i n g  c o u n t r i e s  i s  r e f l e c t e d  i n  t h e
P r e a m b l e .  T h i s  s p e c i a l  a t t e n t i o n  t o
c o n s u m e r s  i n  d e v e l o p i n g  c o u n t r i e s  i s  a l s o
r e i t e r a t e d  i n  t w o  o f  t h e  g u i d e l i n e s .  I t  i s
i n c l u d e d  i n  G u i d e l i n e  1  ( i n  t h e  s e c t i o n  o n
O b j e c t i v e s )  a n d  a g a i n  i n  G u i d e l i n e  3 8  ( i n
S e c t i o n  G .  

M e a s u r e s  r e l a t i n g  t o  s p e c i f i c  a r e a s ) .  T h e
U N G C P  w a s  a m e n d e d  i n  1 9 9 9  ( U N G C P  1 9 9 9 )
a n d  t h e r e b y  e x t e n d e d  t h e  s p e c i a l  f o c u s  o n
c o n s u m e r s  i n  d e v e l o p i n g  c o u n t r i e s ,  a l s o  t o
c o n s u m e r s  i n  c o u n t r i e s  w i t h  e c o n o m i e s  i n
t r a n s i t i o n .  T h i s  f o r m u l a t i o n  h a s  a l s o  b e e n
m a i n t a i n e d  i n  t h e  2 0 1 5  a m e n d m e n t s  t o  t h e
U N G C P  ( U N G C P  2 0 1 5 ) .  T h e  t e r m  ‘ v u l n e r a b l e ’
i s  n o t  u t i l i z e d  i n  t h e  U N G C P  1 9 8 5 ;  h o w e v e r ,
t h e r e  i s  o n e  m e n t i o n  o f  t h e  t e r m
‘ d i s a d v a n t a g e d  c o n s u m e r s ’ .  T h e  U N G C P  1 9 9 9
m a i n t a i n e d  t h i s  f o r m u l a t i o n .

I t  i s  i n  t h e  U N G C P  2 0 1 5  v e r s i o n  t h a t  t h e  t e r m
‘ v u l n e r a b l e  a n d  d i s a d v a n t a g e d  c o n s u m e r s ’  i s
f i r s t  u t i l i z e d .  V e r y  s i g n i f i c a n t l y ,  i t  i s  n o w
i n c l u d e d  i n  S e c t i o n  I I I  G e n e r a l  P r i n c i p l e s  a n d
i n  S e c t i o n  I V  P r i n c i p l e s  o f  g o o d  b u s i n e s s
p r a c t i c e s .

T h e  s e c t i o n  o n  g e n e r a l  p r i n c i p l e s  n o w
p r o v i d e s  t h a t  t h e  l e g i t i m a t e  n e e d s  w h i c h  t h e
g u i d e l i n e s  a r e  i n t e n d e d  t o  m e e t  a r e  i n t e r  a l i a
t h e  p r o t e c t i o n  o f  v u l n e r a b l e  a n d  d i s a d v a n t a -
g e d  c o n s u m e r s ” .  T h e  t e r m  i s  a l s o  u s e d  i n  f o u r
o f  t h e  G u i d e l i n e s .  T h e s e  a r e  t h e  G u i d e l i n e s
s p e c i f y i n g  P r i n c i p l e s  f o r  g o o d  b u s i n e s s
p r a c t i c e s ,  t h a t  w h i c h  d e a l s  w i t h  a l t e r n a t i v e
d i s p u t e  r e s o l u t i o n ,  t h a t  w h i c h  d e a l s  w i t h
d e v e l o p i n g  e d u c a t i o n  a n d  i n f o r m a t i o n
p r o g r a m m e s ,  a n d  i n  t h e  m e a s u r e s  r e l a t e d  t o
s p e c i f i c  a r e a s ,  s p e c i a l  m e n t i o n  i s  m a d e  i n
r e l a t i o n  t o  p u b l i c  u t i l i t i e s .  

T h e  U N G C P  t h e r e f o r e  r e c o g n i s e s  t h a t  t h e r e
a r e  c o n s u m e r s  m o r e  v u l n e r a b l e  a n d
d i s a d v a n t a g e d  t h a n  o t h e r s  a n d  r e q u i r e s  t h a t
a c c o u n t  n e e d s  t o  b e  t a k e n  o f  v u l n e r a b l e  a n d
d i s a d v a n t a g e d  c o n s u m e r s .  T h i s  i s  a  v e r y
s i g n i f i c a n t  d e v e l o p m e n t .
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T h e r e  a r e  e v e n  t h o s e  w h o  w o u l d  n o t  u s e  t h e
t e r m  ‘ v u l n e r a b l e  c o n s u m e r s ’  b e c a u s e  i t  i s
s t i g m a t i c ;  t h e y  w o u l d  r a t h e r  u s e  t h e  t e r m
‘ c o n s u m e r  v u l n e r a b i l i t y ’  b e c a u s e :

“ T h e  t e r m  v u l n e r a b l e  c o n s u m e r s
“ i m p l i e s  t h a t  v u l n e r a b i l i t y  i s  a  c o n s -
t a n t  s t a t e  a n d  c a n  b e  a p p l i e d  t o  s e t
g r o u p s  o f  p e o p l e  w i t h  c e r t a i n
c h a r a c t e r i s t i c s ,  a f f e c t i n g  a l l  o f  t h e i r
t r a n s a c t i o n s  a n d  i n t e r a c t i o n s .  I n
r e a l i t y ,  v u l n e r a b i l i t y  c a n  a f f e c t  a n y
c o n s u m e r  a n d  c a n n o t  b e  a p p l i e d  t o
f i x e d ,  i d e n t i f i a b l e  g r o u p s  o f  c o n -
s u m e r s  w i t h  c e r t a i n  c h a r a c t e r i s t i c s
o r  p e r s o n a l  c i r c u m s t a n c e s . ”
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T h e  U N G C P ,  h o w e v e r ,  n e i t h e r  p r o v i d e s  a
d e f i n i t i o n  o f  t h e  t e r m s  ‘ v u l n e r a b l e  c o n s u m e r s ’
o r  ‘ d i s a d v a n t a g e d  c o n s u m e r s ’  n o r  d o e s  i t
p r o v i d e  a n  e x h a u s t i v e  l i s t  o f  t h e  c a t e g o r i e s  o f
‘ v u l n e r a b l e  a n d  d i s a d v a n t a g e d  c o n s u m e r s ’ .  I t
m e r e l y  s t a t e s  t h a t  d i s a d v a n t a g e d  c o n s u m e r s
e x i s t  b o t h  i n  t h e  r u r a l  a n d  u r b a n  a r e a s  a n d
t h a t  l o w  i n c o m e  c o n s u m e r s  a n d  t h o s e  w i t h
l o w  o r  n o - e x i s t e n t  l i t e r a c y  l e v e l s  a r e
d i s a d v a n t a g e d .

T h o u g h  t h e  U N G C P  1 9 8 5  a n d  U N G C P  1 9 9 9 ,
m a d e  a  c a l l e d  f o r  s p e c i a l  c o n s i d e r a t i o n  o f
d i s a d v a n t a g e d  c o n s u m e r s  i n  p o l i c y  m a k i n g
a n d  p r o g r a m m e  d e v e l o p m e n t ,  t h e r e  w a s  n o
d e f i n i t i o n  o f  t h e  t e r m  ‘ p o l i c y ’ .  T h e  U N G C P
2 0 1 5  s e c t i o n  o n  G e n e r a l  P r i n c i p l e s  r e m e d i e s
t h i s .  I t  p r o v i d e s  t h a t  t h e  l e g i t i m a t e  n e e d s
w h i c h  t h e  U N G C P  a r e  i n t e n d e d  t o  m e e t
i n c l u d e  t h e  p r o t e c t i o n  o f  v u l n e r a b l e  a n d
d i s a d v a n t a g e d  c o n s u m e r s .

V u l n e r a b l e  a n d  d i s a d v a n t a g e d  -
w h a t  a r e  w e  r e a l l y  t a l k i n g
a b o u t ?

U s e  o f  t h e  t e r m s  v u l n e r a b l e  a n d
d i s a d v a n t a g e d  v a r i e s  i n  b o t h  a c a d e m i c  a n d
g o v e r n m e n t  p u b l i c a t i o n s .  S o m e  u s e  t h e  t e r m s
i n t e r c h a n g e a b l y ;  o t h e r s  t r e a t  d i s a d v a n t a g e d
c o n s u m e r s  a s  a  s u b s e t  o f  v u l n e r a b l e  c o n -
s u m e r s .  Y e t ,  o t h e r s  s e e  t h e  d e f i n i n g  c h a r a c -
t e r i s t i c s  o f  d i s a d v a n t a g e  ( p o v e r t y ,  i n a b i l i t y  t o
r e a d  o r  w r i t e ,  o l d  a g e ,  e t c . )  a s  m e r e l y
i n d i c a t i v e  r i s k  f a c t o r s  t o  a s s e s s  v u l n e r a b i l i t y .  

A n  e a r l y  e f f o r t  t o  d i s t i n g u i s h  t h e  t e r m s
‘ v u l n e r a b l e  a n d  d i s a d v a n t a g e d ’  i s  i n  t h e  2 0 0 4
d i s c u s s i o n  p a p e r  o f  C o n s u m e r  A f f a i r s  V i c t o r i a
e n t i t l e d  W h a t  D o  W e  M e a n  b y  V u l n e r a b l e  a n d
D i s a d v a n t a g e d  C o n s u m e r s ?  T h a t  p a p e r
c l a r i f i e d  t h a t :

“ N o t  a l l  v u l n e r a b l e  c o n s u m e r s  a r e
d i s a d v a n t a g e d  c o n s u m e r s .  S o m e
c o n s u m e r s  w i l l  b e  v u l n e r a b l e  o n l y
b e c a u s e  o f  e i t h e r  t e m p o r a r y  p e r s o -
n a l  c i r c u m s t a n c e  t h a t  a d v e r s e l y
a f f e c t s  t h e m  i n  c o n s u m p t i o n ;  o r
a d v e r s e  m a r k e t ,  p r o d u c t  o r  t r a n -
s a c t i o n  c h a r a c t e r i s t i c s  s p e c i f i c  t o  a
p a r t i c u l a r  p u r c h a s e ,  r a t h e r  t h a n
t h e i r  p u r c h a s e s  g e n e r a l l y .  C o n s u m e r
v u l n e r a b i l i t y  i s  t h e  b r o a d e r  c o n c e p t ,
b u t  b o t h  a r e  r e l a t i v e  a n d  d y n a m i c
c o n c e p t s . ”
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M y  p r e f e r r e d  d e f i n i t i o n  o f  a  v u l n e r a b l e
c o n s u m e r  i s  t h a t  o f  t h e  E u r o p e a n
C o m m i s s i o n .  A  c o m p r e h e n s i v e  E u r o p e a n
C o m m i s s i o n  s t u d y  C o n s u m e r  v u l n e r a b i l i t y
a c r o s s  k e y  m a r k e t s  i n  t h e  E u r o p e a n  U n i o n
g i v e s  a  c o m p r e h e n s i v e  d e f i n i t i o n  o f
c o n s u m e r  v u l n e r a b i l i t y .  A  v u l n e r a b l e
c o n s u m e r  i s :  

“ A  c o n s u m e r ,  w h o ,  a s  a  r e s u l t  o f
s o c i o - d e m o g r a p h i c  c h a r a c t e r i s t i c s ,
b e h a v i o u r a l  c h a r a c t e r i s t i c s ,  p e r s o n a l
s i t u a t i o n ,  o r  m a r k e t  e n v i r o n m e n t :

I s  a t  h i g h e r  r i s k  o f  e x p e r i e n c i n g
n e g a t i v e  o u t c o m e s  i n  t h e  m a r k e t ;


H a s  l i m i t e d  a b i l i t y  t o  m a x i m i s e
h i s / h e r  w e l l - b e i n g ;


H a s  d i f f i c u l t y  i n  o b t a i n i n g  o r
a s s i m i l a t i n g  i n f o r m a t i o n ;


I s  l e s s  a b l e  t o  b u y ,  c h o o s e  o r  a c c e s s
s u i t a b l e  p r o d u c t s ;  o r


I s  m o r e  s u s c e p t i b l e  t o  c e r t a i n
m a r k e t i n g  p r a c t i c e s . ”  
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A  s t a n d a r d  t o  i d e n t i f y  a n d
r e s p o n d  t o  c o n s u m e r  v u l n e r a b i l i t y

T h e  B r i t i s h  S t a n d a r d  I n s t i t u t i o n  i s s u e d  i n  2 0 1 0
i t s  l a n d m a r k  s t a n d a r d  o n  c o n s u m e r
v u l n e r a b i l i t y :  B S  1 8 4 7 7 : 2 0 1 0  I n c l u s i v e  s e r v i c e
p r o v i s i o n  -  R e q u i r e m e n t s  f o r  i d e n t i f y i n g  a n d
r e s p o n d i n g  t o  c o n s u m e r  v u l n e r a b i l i t y
( h e n c e f o r t h  B S  1 8 4 7 7 ) .  I t  i s  a i m e d  a t  a l l
s e r v i c e  p r o v i d e r s  a n d  h a s  p r o v e n  t o  b e  h i g h l y
e f f e c t i v e  i n  a d d r e s s i n g  t h e  i s s u e  o f  c o n s u m e r
v u l n e r a b i l i t y .

T h e  s t a n d a r d  w a s  i n i t i a t e d  b y  p u b l i c  i n t e r e s t
g r o u p s  a n d  c i v i l  s o c i e t y  i n c l u d i n g  C i t i z e n s
A d v i c e ,  t h e  R o y a l  N a t i o n a l  I n s t i t u t e  o f  B l i n d
P e o p l e  a n d  C o n s u m e r  F u t u r e s  ( a t  t h a t  t i m e
k n o w n  a s  C o n s u m e r  F o c u s ) .  T h e  i n v o l v e m e n t
d u r i n g  i t s  d e v e l o p m e n t  s t a g e  o f  t h e s e
o r g a n i z a t i o n s  t h a t  w o r k  w i t h  c o n s u m e r s  i n
s i t u a t i o n s  o f  v u l n e r a b i l i t y  e n s u r e d  t h a t  t h e
s t a n d a r d  w a s  s e n s i t i v e  t o  t h e  n e e d s  o f  s u c h
c o n s u m e r s .  A s  n o t e d  e a r l i e r ,  t h e  s t a n d a r d
p r e f e r s  t h e  u s e  o f  t h e  t e r m  ‘ c o n s u m e r
v u l n e r a b i l i t y ’  a n d  n o t  ‘ v u l n e r a b l e  c o n s u m e r s ’ .
N e v e r t h e l e s s ,  o r g a n i s a t i o n s  t h a t  h a v e  s i n c e
a d o p t e d  t h e  s t a n d a r d  h a v e  d e f i n e d  t h e  t e r m
‘ v u l n e r a b l e  c o n s u m e r s ’  t o  s u i t  t h e i r  p a r t i c u l a r
m a n d a t e s .

B S  1 8 4 7 7  s e t s  o u t  w i t h  c l a r i t y  i t s  s c o p e ,  t h e
g u i d i n g  p r i n c i p l e s  f o r  i n c l u s i v e  s e r v i c e
p r o v i s i o n ,  i d e n t i f i c a t i o n  o f  t h e  r i s k  f a c t o r s ,  t h e
r e q u i r e d  r e v i e w  o f  t h e  e x i s t i n g  s e r v i c e ,  t h e
i m p l e m e n t a t i o n  o f  a n  i n c l u s i v e  s e r v i c e  t h a t
a d d r e s s e s  c o n s u m e r  v u l n e r a b i l i t y ,  a n d  t h e
r e q u i r e d  e n s u i n g  c o m p l i a n c e ,  e v a l u a t i o n  a n d
i m p r o v e m e n t .  

A l s o  i n c l u d e d  i n  t h e  s t a n d a r d  a r e  t w o
i n f o r m a t i v e  A n n e x e s  w h i c h  e x p l a i n  p o t e n t i a l
e f f e c t s  o f  c o n s u m e r  v u l n e r a b i l i t y  a n d
s c e n a r i o s  t o  i l l u s t r a t e  h o w  o r g a n i z a t i o n s  c a n
h a n d l e  s i t u a t i o n s  b e t t e r .  T h e  p r a c t i c a l
e x a m p l e s  i l l u s t r a t e  h o w  o r g a n i s a t i o n s  c a n
i d e n t i f y  v u l n e r a b l e  c o n s u m e r s  a n d  t r e a t  t h e m
f a i r l y .  B S  1 8 4 7 7  a l s o  c o v e r s  a s p e c t s  s u c h  a s
h i g h - l e v e l  p o l i c i e s ,  f l e x i b i l i t y  a t  t h e  f r o n t l i n e ,
s t a f f  t r a i n i n g ,  f a i r  m a r k e t i n g  a n d  s a l e s ,  a n d
p r o v i d i n g  a  r a n g e  o f  c o n t a c t  m e t h o d s  a n d
a c c e s s i b l e  i n f o r m a t i o n  f o r m a t s .
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T h e  e n d o r s e m e n t  g i v e n  B S 1 8 4 7 7  b y  t h e  B r i t i s h
g o v e r n m e n t  a n d  r e g u l a t o r s  h a s  l e d  t o  i t s
g r e a t e r  a c c e p t a n c e .  T h o u g h  t h e  i n i t i a l
a d o p t i o n  o f  t h e  s t a n d a r d  w a s  l a r g e l y  c o n f i n e d
t o  t h e  f i n a n c i a l  s e r v i c e s  s e c t o r  a n d  t h e  u t i l i t y
c o m p a n i e s ,  i t s  a d o p t i o n  h a s  o v e r  t i m e  b e c o m e
m o r e  w i d e s p r e a d .

T h e  f o l l o w i n g  a r e  i l l u s t r a t i v e  o f  i n i t i a t i v e s
s p u r r e d  b y  B S  1 8 4 7 7  t h a t  r e s u l t e d  i n  p o s i t i v e
o u t c o m e s :
F i n a n c i a l  O m b u d s m a n  S e r v i c e  ( F O S )  -  T h e
F O S  w h i c h  w a s  e s t a b l i s h e d  i n  2 0 0 0  a n d  g i v e n
s t a t u t o r y  p o w e r s  i n  2 0 0 1  b y  t h e  F i n a n c i a l
S e r v i c e s  a n d  M a r k e t s  A c t  2 0 0 0  h e l p s  s e t t l e
d i s p u t e s  b e t w e e n  c o n s u m e r s  a n d  U K  b a s e d
f i n a n c i a l  s e r v i c e  p r o v i d e r s .  I t  w a s  t h e  f i r s t
o r g a n i s a t i o n  t o  a d o p t  B S  1 8 4 7 7  a n d  w a s
s h o w c a s e d  i n  t h e  2 0 1 3  B S I  w h i t e  p a p e r  f o r
s e r v i c e  p r o v i d e r s  e n t i t l e d  P r o v i d i n g  f a i r ,
f l e x i b l e  a n d  i n c l u s i v e  s e r v i c e s  -  a  b u s i n e s s
p e r s p e c t i v e .  I n  A u g u s t  2 0 1 5 ,  t h e  F O S
p u b l i s h e d  a n  i n d e x  o f  t w e l v e  c a s e  s t u d i e s
i l l u s t r a t i n g  t h e  t y p e s  o f  s i t u a t i o n s  w i t h  b a n k s
a n d  i n s u r a n c e  c o m p a n i e s  t h a t  t h e  F S O  i s
c a l l e d  i n t o  w h e r e  t h e  c o n s u m e r s  i n v o l v e d
c o u l d  b e  d e s c r i b e d  a s  v u l n e r a b l e .  T h e  c a s e
s t u d i e s  g i v e  e x a m p l e s  o f  t h e  F S O ’ s  a p p r o a c h
t o  h a n d l i n g  t h e  c a s e s ,  w i t h  e x a m p l e s ,  o n  t h e
F S O  w e b s i t e .

S e c t o r  r e g u l a t o r s

A d o p t i o n  o f  B S  1 8 4 7 7  b y  t h e  s e c t o r  r e g u l a t o r s
w a s  i n  m o s t  i n s t a n c e s  a c c o m p a n i e d  b y
r e p o r t s / c o n s u l t a t i o n  p a p e r s  w h i c h  d e a l t  w i t h
c o n s u m e r  v u l n e r a b i l i t y  i n  t h e  r e s p e c t i v e
r e g u l a t e d  s e c t o r .  T h i s  w a s  t h e  c a s e  w i t h  t h e
F i n a n c i a l  C o n d u c t  A u t h o r i t y  ( F C A ) ,  t h e  O f f i c e
o f  G a s  a n d  E l e c t r i c i t y  M a r k e t s  ( O f g e m ) ,  t h e
W a t e r  S e r v i c e s  R e g u l a t i o n  A u t h o r i t y  ( O f w a t )
a n d  t h e  O f f i c e  o f  C o m m u n i c a t i o n s  ( O f c o m ) .
A n o t h e r  e a r l y  a d o p t e r  o f  B S  1 8 4 7 7 ,  t h e  L e g a l
S e r v i c e s  C o n s u m e r  P a n e l ,  p u b l i s h e d  a  r e p o r t
e n t i t l e d  R e c o g n i s i n g  a n d  r e s p o n d i n g  t o
c o n s u m e r  v u l n e r a b i l i t y :  A  g u i d e  f o r  l e g a l
s e r v i c e s  r e g u l a t o r  i n  O c t o b e r  2 0 1 4 .  T h e  L e g a l
S e r v i c e s  B o a r d  i t s e l f  s u b s e q u e n t l y  u p d a t e d  i t s
c o n s u m e r  t o o l k i t  t o  i n c o r p o r a t e  l e s s o n s  f r o m
B S  1 8 4 7 7 .

T h e s e  d o c u m e n t s  w e r e  c o m p l e m e n t e d  b y
n u m e r o u s  r e p o r t s  f r o m  p u b l i c  i n t e r e s t  g r o u p s
a n d  c i v i l  s o c i e t y .  E a c h  o f  t h e s e  d e a l t  w i t h  h o w
c o n s u m e r  v u l n e r a b i l i t y  m a y  b e  i d e n t i f i e d  a n d
r e s p o n d e d  t o .  T a s k f o r c e s  w e r e  e s t a b l i s h e d  t o
i m p l e m e n t  p r o g r a m m e s  i n  t h e  i n t e r e s t  o f
c o n s u m e r s  i n  s i t u a t i o n s  o f  v u l n e r a b i l i t y .  A n
e x a m p l e  i s  t h e  F i n a n c i a l  S e r v i c e s  V u l n e r a b i l i t y
T a s k f o r c e  e s t a b l i s h e d  b y  B r i t i s h  B a n k i n g
A s s o c i a t i o n .  M e m b e r s h i p  i n  t h e  t a s k f o r c e  i s  o f
f i n a n c i a l  s e r v i c e  p r o v i d e r s ,  c h a r i t i e s  a n d
c o n s u m e r  g r o u p s .  

T h i s  t a s k f o r c e  p u b l i s h e d  i t s  f i r s t  r e p o r t  i n
F e b r u a r y  2 0 1 6  o u t l i n i n g  b e s t  p r a c t i c e
r e c o m m e n d a t i o n s  f o r  t h e  i n d u s t r y  a n d  a
s u m m a r y  r e p o r t  i n  O c t o b e r  2 0 1 8  r e v i e w i n g
p r o g r e s s  i n  i m p l e m e n t a t i o n .  T h e  U K
R e g u l a t o r s  N e t w o r k  ( U K R N )  h a s  a  p r o g r a m m e
e n t i t l e d  ‘ P r o m o t i n g  f a i r n e s s  f o r  a l l  c o n s u m e r s ’
w h i c h  c h a m p i o n s  “ s u c c e s s  w h e r e  i n n o v a t i v e
a p p r o a c h e s  a r e  t a k e n  t o  d e l i v e r i n g  p o s i t i v e
e x p e r i e n c e s  f o r  c o n s u m e r s ,  i n c l u d i n g  t h o s e  i n
v u l n e r a b l e  c i r c u m s t a n c e s ” .  

S t a n d a r d s  o f t e n  t e n d  t o  r e m a i n  u n i m p l e m e n t e d
u n l e s s  t h e r e  i s  a p p r o p r i a t e  s u p p o r t  f o r  t h e i r
a d o p t i o n .  B S 1 8 4 7 7  r e c e i v e d  i n c r e a s e d  t r a c t i o n
b e c a u s e  i t  w a s  m a n d a t e d  b y  s e c t o r  r e g u l a t o r s ,
i n c l u d i n g  t h e  U K  F i n a n c i a l  C o n d u c t  A u t h o r i t y
( F C A )  a n d  t h e  r e g u l a t o r s  o f  t h e  u t i l i t i e s
( O f g e m ,  O f c o m  a n d  O f w a t )

I n  2 0 1 5 ,  t h e  F C A  i s s u e d  a n  i m p o r t a n t
o c c a s i o n a l  p a p e r  o n  v u l n e r a b l e  c o n s u m e r s
t h a t  s e t  t h e  b a r  f o r  a l l  f i n a n c i a l  s e r v i c e
p r o v i d e r s  t o  i d e n t i f y  a n d  p r o v i d e  f o r  c o n s u m e r
v u l n e r a b i l i t y .
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F C A  e n f o r c e m e n t  a c t i o n  t a k e s  i n t o  a c c o u n t
w h e t h e r  a  b r e a c h  o f  t h e  d u t y  t o  t r e a t
c u s t o m e r s  f a i r l y  h a d  a n  e f f e c t  o n  p a r t i c u l a r l y
v u l n e r a b l e  p e o p l e ,  w h e t h e r  i n t e n t i o n a l l y  o r
o t h e r w i s e ,  w h e n  d e t e r m i n i n g  t h e  s e r i o u s n e s s
o f  a  r u l e  b r e a c h  b y  a  f i r m  o r  a n  i n d i v i d u a l .  I n
a s s e s s i n g  t h e  e f f e c t  o f  a  b r e a c h  o n  a
v u l n e r a b l e  p e r s o n ,  t h e  F C A  t a k e s  i n t o  a c c o u n t ,
a m o n g  o t h e r  t h i n g s ,  t h e  i n c o n v e n i e n c e  a n d
s t r e s s  c a u s e d  t o  t h e  p e r s o n ,  a s  w e l l  a s
f i n a n c i a l  l o s s .  T h e  s e r i o u s n e s s  o f  t h e  b r e a c h
i s  r e l e v a n t  t o  t h e  l e v e l  o f  p e n a l t y  t h a t  i s
i m p o s e d  −  t h e  m o r e  s e r i o u s  t h e  b r e a c h ,  t h e
h i g h e r  t h e  l e v e l  o f  p e n a l t y .

T h e  s t a t u t o r y  o b l i g a t i o n  o f  t h e  O f f i c e  o f  G a s
a n d  E l e c t r i c i t y  M a r k e t s  ( O f g e m ) ,  t h e  W a t e r
S e r v i c e s  R e g u l a t i o n  A u t h o r i t y  ( O f w a t )  a n d  t h e
O f f i c e  o f  C o m m u n i c a t i o n s  ( O f c o m )  r e q u i r e s
t h a t  t h e i r  s t a t u t o r y  o b l i g a t i o n  i s  a l s o  t o ,  i n
c a r r y i n g  o u t  t h e i r  r e s p e c t i v e  f u n c t i o n s  t o
p r o t e c t  t h e  i n t e r e s t s  o f  c o n s u m e r s .  F o r  t h i s
t h e y  a r e  t o  h a v e  r e g a r d  t o  t h e  i n t e r e s t s  o f
i n d i v i d u a l s  w h o  a r e  d i s a b l e d  o r  c h r o n i c a l l y
s i c k ,  o f  p e n s i o n a b l e  a g e ,  w i t h  l o w  i n c o m e s ,
a n d  t h o s e  r e s i d i n g  i n  r u r a l  a r e a s .  

T h e  l i s t  o f  c a t e g o r i e s  o f  d i s a d v a n t a g e d
c o n s u m e r s  i s  n o t  a  c l o s e d  l i s t .  T h e  r e l e v a n t
s t a t u t e s  s p e c i f i c a l l y  p r o v i d e  t h a t  i t  i s  “ n o t  t o
b e  t a k e n  a s  i m p l y i n g  t h a t  r e g a r d  m a y  n o t  b e
h a d  t o  t h e  i n t e r e s t s  o f  o t h e r  d e s c r i p t i o n s  o f
c o n s u m e r ” .  P u r s u a n t  t o  t h i s  s t a t u t o r y
o b l i g a t i o n  a n d  t h e  r e q u i r e m e n t s  o f  t h e  s e c t o r
r e g u l a t o r s  O f g e m ,  O f w a t  a n d  O f c o m  h a v e
e n c o u r a g e d  b e s t  p r a c t i c e s  a m o n g  u t i l i t y
s u p p l i e r s ,  u s i n g  r e s e a r c h  t o  i d e n t i f y  e f f e c t i v e
w a y s  t o  a d d r e s s  p o v e r t y  a n d  h e l p  v u l n e r a b l e
c u s t o m e r s .

T h e  u t i l i t y  r e g u l a t o r s  h a d  a  s t a t u t o r y  d u t y  a n d
a  c u l t u r e  o f  p r o v i d i n g  f o r  c a t e g o r i e s  o f
v u l n e r a b l e  c o n s u m e r s  e v e n  b e f o r e  B S 1 8 4 7 7
w a s  d e v e l o p e d .  B S  1 8 4 7 7  p r o v i d e d  a n
o p p o r t u n i t y  t o  r e c o n s i d e r  t h e i r  u n d e r s t a n d i n g
o f  c o n s u m e r  v u l n e r a b i l i t y  a n d  f a i r l y  c a t e r  f o r
c o n s u m e r s  w h o  m a y  b e  i n  s i t u a t i o n s  o f
v u l n e r a b i l i t y .

S i g n i f i c a n t  R o l e  o f  C i v i l  S o c i e t y

B S 1 8 4 7 7  w a s  a c h i e v e d  v e r y  m u c h  b y  t h e  e f f o r t
o f  c i v i l  s o c i e t y  o r g a n i s a t i o n s  -  t h e i r  s u s t a i n e d
c a m p a i g n s ,  s t r a t e g i c  a l l i a n c e s ,  a n d  c o l l a -
b o r a t i o n  w i t h  l i k e m i n d e d  p e r s o n n e l  o f  i n d u s t r y ,
g o v e r n m e n t  a g e n c i e s ,  a n d  r e g u l a t o r s  a n d  w i t h
t h e  B r i t i s h  S t a n d a r d s  I n s t i t u t i o n .  T h i s  w a s
f o l l o w e d  b y  a  n u m b e r  o f  e x c e l l e n t  r e p o r t s  b y
c i v i l  s o c i e t y  o r g a n i s a t i o n s  a d v o c a t i n g  t h e  n e e d
t o  a d o p t  t h e  s t a n d a r d  a n d  t h e  m a n n e r  i n  w h i c h
v u l n e r a b l e  c o n s u m e r s  c a n  b e  c a t e r e d  f o r
f a i r l y .  C i v i l  s o c i e t y  o r g a n i s a t i o n s  c o n t i n u e  t o
p l a y  a  r o l e  a s  a d v i s e r s  a n d  c o n s u l t a n t s  t o
r e g u l a t o r y  a g e n c i e s  i m p l e m e n t i n g  p r o g r a m m e s
f o r  a d d r e s s i n g  c o n s u m e r  v u l n e r a b i l i t y  a n d
i d e n t i f y i n g  w h e r e  t h e r e  i s  a  n e e d  f o r
i n t e r v e n t i o n / a d v o c a c y  i n  t h e  i n t e r e s t  o f
c o n s u m e r s  i n  v u l n e r a b l e  s i t u a t i o n s .
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C o n s u m e r  v u l n e r a b i l i t y  i s  a  m a t t e r  o f  u r g e n t
c o n c e r n ;  a d d r e s s i n g  i t  w i l l  d e l i v e r  w e l f a r e
o u t c o m e s  t o  b e n e f i t  t h e  v u l n e r a b l e  a n d
d i s a d v a n t a g e d .  T h e  a d o p t i o n  o f  a  c o n s u m e r
v u l n e r a b i l i t y  s t a n d a r d  w i l l  g r e a t l y  f a c i l i t a t e
t h i s .  I t  w i l l  p r o v i d e  a  l e g a l  f r a m e w o r k  w h i c h
s e c t o r  r e g u l a t o r s  c a n  u s e  t o  c l a r i f y  t h e
r e s p o n s i b i l i t i e s  o f  t h e  r e g u l a t e d  e n t i t i e s
u n d e r  t h e i r  p u r v i e w  a s  r e g a r d s  c o n s u m e r
v u l n e r a b i l i t y .  T h e y  c a n  r e q u i r e  t h e  r e g u l a t e d
e n t i t i e s  t o  i n t r o d u c e  a p p r o p r i a t e  m e a s u r e s
a n d  s p e c i f y  t h e  p e r f o r m a n c e  i n d i c e s  t h a t  t h e y
h a v e  t o  m e e t .

S u c h  a  s t a n d a r d  w i l l  e n a b l e  c o r p o r a t i o n s  t o
u n d e r s t a n d  h o w  t h e y  m a y  i d e n t i f y  a n d
r e s p o n d  t o  v u l n e r a b i l i t y  a m o n g s t  t h e i r
c o n s u m e r s :  w h a t  t h e y  n e e d  t o  d o  t o  e n s u r e
t h a t  a l l  t h e i r  c o n s u m e r s  a n d  e s p e c i a l l y  t h o s e
i n  v u l n e r a b l e  s i t u a t i o n s  a r e  t r e a t e d  f a i r l y .

I t  w i l l  a l s o  e n a b l e  c i v i l  s o c i e t y  t o  n o t  o n l y  t o
s e r v e  i n d i v i d u a l  c o n s u m e r s  w h o  a r e  i n  a
s i t u a t i o n  o f  v u l n e r a b i l i t y  b u t  a l s o  t o  a d d r e s s
t h e  s y s t e m i c  a s p e c t s  o f  c o n s u m e r
v u l n e r a b i l i t y .  I t  w i l l  p e r m i t  c i v i l  s o c i e t y  t o
c a m p a i g n  f o r  a n d  m o n i t o r  t h e  p o l i c i e s ,
p r o g r a m m e s  a n d  p r o j e c t s  t h a t  n e e d  t o  b e  i n
p l a c e  t o  e n s u r e  t h a t  c o n s u m e r  v u l n e r a b i l i t y  i s
a d d r e s s e d  e f f e c t i v e l y .

I t  i s  h o p e d  t h a t  a  s t a n d a r d  o n  c o n s u m e r
v u l n e r a b i l i t y  w i l l  b e  a d o p t e d  s o o n  i n  M a l a y s i a
t o  p r o t e c t  v u l n e r a b l e  a n d  d i s a d v a n t a g e d
c o n s u m e r s .

A n  I S O  s t a n d a r d  o n  c o n s u m e r
v u l n e r a b i l i t y

T h e  f o r e g o i n g  d i s c u s s i o n  o f  t h e  a d o p t i o n  i n
t h e  U K  o f  B S 1 8 4 7 7  i n d i c a t e s  t h e  i m p o r t a n t
o u t c o m e s  a  s t a n d a r d  w i t h  a p p r o p r i a t e  s u p p o r t
m e c h a n i s m  c a n  y i e l d .  T h e  I n t e r n a t i o n a l
S t a n d a r d s  O r g a n i z a t i o n  h a s  n o w  a d o p t e d  a
s i m i l a r  s t a n d a r d 2 7  i n f o r m e d  b y  t h e  v e r y
p o s i t i v e  e f f e c t s  o f  t h e  a d o p t i o n  o f  B S 1 8 4 7 7  i n
t h e  U K .  S t a n d a r d s  M a l a y s i a  w a s  r e p r e s e n t e d
i n  t h e  W o r k i n g  G r o u p  t h a t  w a s  r e s p o n s i b l e  t o
d r a f t  t h e  s t a n d a r d .

S t a n d a r d s  M a l a y s i a  h a s  a l s o  e s t a b l i s h e d  a
m i r r o r  c o m m i t t e e  o n  c o n s u m e r  v u l n e r a b i l i t y
u n d e r  t h e  p u r v i e w  o f  i t s  N a t i o n a l  S t a n d a r d s
C o m m i t t e e  o n  C o n s u m e r  I n t e r e s t  w i t h  a  w i d e
m e m b e r s h i p  o f  r e p r e s e n t a t i v e s  f r o m  r e l e v a n t
g o v e r n m e n t  a g e n c i e s ,  a c a d e m i c  i n s t i t u t i o n s
a n d  v e r y  i m p o r t a n t l y ,  r e p r e s e n t a t i v e s  o f  c i v i l
s o c i e t y  a n d  o r g a n i s a t i o n s  r e p r e s e n t i n g
v u l n e r a b l e  c o n s u m e r s  t o  p r e p a r e  f o r  t h e
a d o p t i o n  i n  M a l a y s i a  o f  t h e  I S O  s t a n d a r d  o n
c o n s u m e r  v u l n e r a b i l i t y .

A  p u b l i c  p r e s e n t a t i o n  o n  t h e  p r o p o s e d  I S O
s t a n d a r d  w a s  h e l d  d u r i n g  t h e  p u b l i c
c o n s u l t a t i o n  t h a t  w a s  h e l d  b y  S t a n d a r d s
M a l a y s i a  o n  8  J u l y  2 0 2 1 .

ISO/DIS 22458
Consumer vulnerability –

Requirements and guidelines for the
design and delivery of inclusive service



Standards can play a vital role in

improving outcomes for vulnerable
consumers, by detailing good practice for
organizations such as government, public
authorities, manufacturers, retailers and

service providers. 
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“Voluntary commitments and ISO

standards can go a long way in

improving the welfare of

vulnerable and disadvantaged

consumers, especially in

developing countries"




 Shivani Sothirachagan 

at UNCTAD’s intergovernmental

meeting on consumer protection

on July 2021



e n e r g y  i s  m o r e  a b o u t  m a n a g i n g  t h e
p e o p l e  t h a n  m a n a g i n g  e q u i p m e n t  i n  t h e
o r g a n i s a t i o n .
W h e n  I  s t a r t e d  e x p l o r i n g  t h e  o p p o r t u n i t i e s  t o
f u r t h e r  d e v e l o p  m y  c a r e e r  i n  e n e r g y
m a n a g e m e n t  m a n y  y e a r s  a g o ,  I  h a d  t h e
i m p r e s s i o n  t h a t  b e i n g  a  t e c h n i c a l l y  s o u n d
p e r s o n  w o u l d  b e  t h e  s t r o n g e s t  a d v a n t a g e  f o r
m e  t o  e x c e l  o r  t o  c o n v i n c e  o t h e r s  t o  s a v e
t h e i r  e n e r g y  c o s t .  H o w e v e r ,  t h a t  p e r c e p t i o n
s t a r t e d  t o  s l o w l y  v a n i s h  a s  I  a m  m o v i n g
f u r t h e r  e x p l o r i n g  e n e r g y  m a n a g e m e n t  w i t h
d i f f e r e n t  r o l e s  i n  d i f f e r e n t  o r g a n i s a t i o n s .  I t
h a s  b e e n  o f t e n  s e e n  t h a t  v e r y  b r i l l i a n t  a n d
a m a z i n g  e n g i n e e r i n g  s o l u t i o n s  p r o p o s e d  b y
m a n y  b e i n g  t u r n e d  d o w n  d e s p i t e  i t s
u n d i s p u t e d  b e n e f i t s ,  p r o v e n  s u c c e s s  s t o r i e s
a n d  a s s u r a n c e  t h a t  a l l  t h a t  w i l l  w o r k  t o
d e l i v e r  t h e  p r o m i s e d  r e s u l t s .  I  w a s  b a f f l e d
a n d  c l u e l e s s  o n  w h y  s u c h  t h i n g s  c a n  h a p p e n
u n t i l  I  r e a l i z e d  t h e  k e y  i s s u e s  t h a t  I  m u s t
u n d e r s t a n d  a n d  w h a t  t o  d o  t o  a s  s o l u t i o n s .

B e i n g  o u t  h e r e  t o d a y  i n  t h e  m a r k e t  t r y i n g  t o
s e l l  m y  s e r v i c e s  a s  a  c o n s u l t a n t  h a s
s t r e n g t h e n  m y  f e e l i n g  t h a t  e n e r g y
m a n a g e m e n t  i s  f a r  b e y o n d  j u s t  c o m p e t e n c i e s
i n  p r o v i d i n g  t e c h n i c a l  o r  e n g i n e e r i n g
s o l u t i o n s .  

F i n a l l y ,  I  r e a l i z e d  t h a t  i t  i s  n o t  a l l  a b o u t
h o w  g o o d  i s  t h e  s o l u t i o n s  a n d  h o w  m u c h
i t  c a n  s a v e  e n e r g y  c o s t s  b u t  i t  i s  m o r e
a b o u t  h o w  t h e y  s e e  e n e r g y  w i t h  t h e i r
r o l e s  i n  o r g a n i s a t i o n s  a n d  i n  t h e i r  l i f e .
W h o  d e c i d e s  a b o u t  e n e r g y  i n  a n y  p l a c e  o r
a t  t h e  o r g a n i z a t i o n  i s  a m o n g  t h e  m o s t
i m p o r t a n t  p a r t  t o  m a k e  t h e  d i f f e r e n c e .
T h e n  w h o  c a n  i n f l u e n c e  t h o s e  w h o  h a v e
t h e  f i n a l  s a y  i n  e n e r g y  r e l a t e d  d e c i s i o n s
a n d  t h e s e  p e o p l e  a r e  a l s o  m a t t e r s .
F i n a l l y ,  i t  c o m e s  t o  w h o  b e a r  t h e  c o s t s  o f
e n e r g y  o r  w h o  i s  p a y  t h e  e n e r g y  b i l l s  a n d
t h e y  a r e  u l t i m a t e l y  m a t t e r s  t h e  m o s t .

T h e n  I  c a m e  i n t o  a  c o n c l u s i o n  t h a t
m a n a g i n g  t h e s e  p e o p l e  a n d  o t h e r s  w h o
a r e  u n d e r  t h e i r  c o m m a n d  o r  e m p l o y e d  b y
t h e m  a r e  t h e  m o s t  c r i t i c a l  f a c t o r s  i n
e f f e c t i v e  a n d  s u c c e s s f u l  e n e r g y
m a n a g e m e n t  p r o g r a m  i n  a n y  e n t i t y .  I t  i s
a l l  a b o u t  m a n a g e m e n t  o f  t h e  h u m a n
b e c a u s e  t h e r e  a r e  t h e  o n e  w h o  u s e ,
s e l e c t ,  o p e r a t e ,  m a i n t a i n  a n d  p a y  f o r
a n y t h i n g  t h a t  u s i n g  e n e r g y  i n  t h e i r  d a y  t o
d a y  l i f e  a t  w o r k  a n d  h o m e .  

E v e r y o n e  i s  l o o k i n g  a t  h o w  t h e y  u s e
e n e r g y  d i f f e r e n t l y .  T h e  c h a l l e n g e  i n
p r o m o t i n g  e f f i c i e n t  u s e  o f  e n e r g y  i s  t o
c o n v e y  t h e  s a m e  m e s s a g e  t o  d i f f e r e n t
g r o u p s  o f  p e o p l e  i n  t h e  o r g a n i s a t i o n
t h r o u g h  e f f e c t i v e  m e a n s  o f
c o m m u n i c a t i o n .  
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I t  d o e s  n o t  m a t t e r  t o  t h e m  b e c a u s e  t h e y  d o
n o t  p a y  e n e r g y  b i l l s  t h e m s e l v e s .
T h e r e  h a v e  b e e n  n o  e n e r g y  s u p p l y  p r o b l e m s
a n d  t h e  u s e  o f  e n e r g y  t h a t  m a k i n g  t h e m  f e e l
i s  n o t  t h e i r  j o b  t o  s a v e  e n e r g y .
E x i s t i n g  d u t i e s  a n d  t a s k s  a r e  t h a t  m u c h ,  a n d
t h e y  h a v e  n o  t i m e  t o  t h i n k  a b o u t  e n e r g y .
N o  b a s i s  t o  d o  a n y t h i n g  o r  c l e a r  d i r e c t i v e s
f r o m  t h e  t o p  m a n a g e m e n t  o n  h o w  t h e y
s u p p o s e d  t o  u s e  e n e r g y  i n  m o r e  e f f i c i e n t l y .

W h y  t h e y  d o  n o t  r e a l l y  c a r e  a b o u t  h o w  t h e y  u s e
e n e r g y  a t  t h e i r  w o r k p l a c e ?
B a s e d  o n  e x p e r i e n c e s  a s  a  c o n s u l t a n t  i n
c o m m u n i c a t i n g  w i t h  d i f f e r e n t  l e v e l  a n d  g r o u p  o f
p e o p l e  i n  m a n y  o r g a n i s a t i o n s ,  I  b e l i e v e  t h e
f o l l o w i n g  c o u l d  b e  a m o n g  t h e  p o s s i b l e  m a i n
r e a s o n s :

T h e n  h o w  a b o u t  t h e  d e c i s i o n
m a k e r s  o r  t h e  t o p  m a n a g e m e n t ?

W h y  t h e y  s e e m  t o  i g n o r e  t h e  i m p o r t a n c e  o f
m a n a g i n g  t h e  e n e r g y  e f f i c i e n t l y  t o o .  A g a i n ,
f r o m  c o m m u n i c a t i n g  w i t h  m a n y  t y p e s  o f  p e o p l e
a t  m a n y  o r g a n i z a t i o n s  i n  p u b l i c  a n d  p r i v a t e
s e c t o r s  o v e r  t h e  y e a r s ,  I  b e l i e v e  t h e s e  c o u l d  b e
t h e  r e a s o n s :
M o s t  d e c i s i o n s  m a k e r s  s i t t i n g  i n  t h e  d e c i s i o n -
m a k i n g  c h a i r s  a r e  n o t  w i t h  t e c h n i c a l
b a c k g r o u n d  a n d  t h e i r  d e c i s i o n s  o n  e n e r g y
m a t t e r s  a r e  n o t  c o n n e c t e d  t o  e n e r g y  i n  m a n y
b u s i n e s s  d e c i s i o n s .  C o n c e r n s  o n  e n e r g y
e f f i c i e n c y  o f t e n  h i g h l i g h t e d  a n d  p r o p o s e d  b y
t h e  t e c h n i c a l  p e r s o n n e l  o r  m a n a g e r s  a n d  t h e s e
a l w a y s  b e e n  s e e n  a s  o p e r a t i o n a l  m a t t e r s  t h a t
h a v e  l i t t l e  e f f e c t s  o n  b u s i n e s s  p e r f o r m a n c e
d i r e c t l y .

Time management is about making

good time. ENERGY management

is about making time good.



Nido Qubein

STANDARDS MATTER || PAGE 12

STANDARDS MATTER | ISSUE 6

https://www.quotenova.net/authors/nido-qubein


STANDARDS MATTER || PAGE 13

T h e  f o c u s  i s  m o r e  o n  c o r e  b u s i n e s s e s  o f
t h e  o r g a n i s a t i o n  w h e r e  m o r e  p r o f i t s  a s
a l w a y s  a s s o c i a t e d  w i t h  m o r e  p r o d u c t i o n
o u t p u t s  ,  q u a l i t y  a n d  t e c h n o l o g y
i m p r o v e m e n t  r e l a t e d  m a t t e r s  a n d  m o r e
s a l e s  a s   r e v e n u e  g e n e r a t i n g  s t r a t e g i e s
a n d  a c t i v i t i e s .
E n e r g y  c o s t  i s  t o o  s m a l l  c o m p a r e  t o
o v e r a l l  o p e r a t i o n a l  c o s t s  o f  t h e
o r g a n i s a t i o n  a n d  p o t e n t i a l s  e n e r g y  c o s t s
s a v i n g s  f r o m  e n e r g y  m a n a g e m e n t  d o  n o t
t r i g g e r   o r  a t t r a c t  m u c h  i n t e r e s t  o f  t h e  t o p
m a n a g e m e n t .
M a n y  d e c i s i o n  m a k e r s  a r e  s t i l l  n o t
c o n v i n c e d  a b o u t  t h e  r e s u l t s  c a n  b e
a c h i e v e d  e s p e c i a l l y  w i t h  t h e  f a i l u r e  o f  t h e
p r o p o n e n t s  o f  e n e r g y  s a v i n g  s o l u t i o n s  t o
c o n v i n c e  t h e m  a s  v i a b l e  a n d  a t t r a c t i v e
b u s i n e s s  p r o p o s a l s  i n s t e a d  o f  j u s t  a s
t e c h n i c a l  p r o p o s a l s .

L o o k i n g  a n d  a s s e s s i n g  a l l  t h e  a b o v e  p o i n t s ,  I
f i n a l l y  m u s t  a c k n o w l e d g e  t h a t  b e i n g
t e c h n i c a l l y  b r i l l i a n t  a n d  a d v a n c e d  p e r s o n s
c o u l d  b e  j u s t  n o t  g o o d  e n o u g h  t o  g e t  e n e r g y
m a n a g e m e n t  m o v i n g  f o r w a r d  i n  a n y
o r g a n i s a t i o n .  I  d o  n o t  s e e  e n g i n e e r i n g
a p p r o a c h e s  o r  s o l u t i o n s  w o u l d  b e  a b l e  t o
r e s o l v e  i s s u e s  r e l a t e d  t o  a t t i t u d e  a n d  h a b i t s
i n  u s i n g  e n e r g y  i n  p e o p l e ' s  l i f e .

S k i l l s  a n d  t e c h n i q u e s  t o  d e a l  w i t h  t h e  h u m a n
e s p e c i a l l y  i n  i n t e r a c t i o n  w i t h  t h e m  a r e  e q u a l l y
i m p o r t a n t .  T h e n  I  g r a d u a l l y  c h a n g e d  m y
s t r a t e g i e s  a n d  a p p r o a c h e s  i n  s e l l i n g  t h e  i d e a
o f  e n e r g y  m a n a g e m e n t  t o  p e o p l e  f r o m
d i f f e r e n t  g r o u p s  a n d  l e v e l s  i n  e v e r y
o r g a n i s a t i o n .  M e s s a g e s  o n  t h e  i m p o r t a n c e  o f
e n e r g y  m a n a g e m e n t  n e e d  t o  b e  c o n v e y e d  t o
t h e m  i n  c a r e f u l l y  p l a n n e d  s t r a t e g i e s  a n d
a p p r o a c h e s  f o r  e a c h  t a r g e t  g r o u p .  I n  t h e
s a m e  t i m e ,  

I  h a v e  b e e n  a l s o  q u i c k l y  p o l i s h i n g  m o r e  o f  m y
s k i l l s  r e l a t e d  t o  h u m a n  b e h a v i o u r s  a n d  h o w  t o
h a n d l e  a c c o r d i n g l y  t o  g e t  t h e  m e s s a g e s
a c r o s s .  T h e  r e a l  c h a l l e n g e  i s  a l w a y s  a b o u t
t h e  a b i l i t y  t h e  c o n v i n c e  d e c i s i o n  m a k e r s  t o
l o o k  a t  e n e r g y  m a n a g e m e n t  a s  o n e  o f  t h e
s t r a t e g i c  e l e m e n t s  i n  t h e i r  o p e r a t i o n a l  o r
b u s i n e s s  d e c i s i o n s  w i l l  t r i g g e r  t h e  b i g g e r
w a v e  o f  t h e  i m p l e m e n t a t i o n  a t  t h e
o r g a n i s a t i o n .  
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S A V I N G  e n e r g y
c a n  b e  a s  s i m p l e
a s  s w i t c h i n g
f r o m
i n c a n d e s c e n t
l i g h t  b u l b s  t o
C F L  o r  L E D
v e r s i o n s

E n e r g y  m a n a g e m e n t  s y s t e m  a n d  s t a n d a r d
A p p l y i n g  e n e r g y  m a n a g e m e n t  a p p r o a c h  i s  a n
e f f e c t i v e  s t r a t e g y  t o  i m p l e m e n t  i n i t i a t i v e s  t o
r e d u c e  e n e r g y  c o s t s  f r o m  e n e r g y  s a v i n g
m e a s u r e s .
F o r  o r g a n i s a t i o n s  t o  b e  a b l e  t o  a c h i e v e
s u s t a i n a b l e  e n e r g y  m a n a g e m e n t  w h i c h  i s
m a i n l y  t o  e n s u r e  s u s t a i n a b i l i t y  i f  e n e r g y
e f f i c i e n c y  i n i t i a t i v e s  w i t h  c h a n g e s  i n  t h e
o r g a n i s a t i o n  a n d  p e r s o n n e l  a n d  d u e  t o  o t h e r
f a c t o r s  s u c h  a s  c o s t s ,  c o m p e t i t i v e n e s s ,
m a r k e t  r e q u i r e m e n t s ,  d e p l e t i n g  e n e r g y
r e s o u r c e s ,  g r e e n  c o m m i t m e n t s  t o w a r d s
m i t i g a t i n g  i m p a c t s  o f  g l o b a l  w a r m i n g  a n d  e t c .

W i t h  t h e  u n c e r t a i n t y  o f  g l o b a l  p r i c e s  o n
e n e r g y  w h i c h  f i n a l l y  w i l l  a f f e c t  e n e r g y  u s e r s
i n  a l l  s e c t o r s ,  e n e r g y  m a n a g e m e n t  h a s
b e c o m e  a  n e c e s s i t y  a n d  e n e r g y  t o o  h a s
b e c o m e  o n e  o f  t h e  s t r a t e g i c  r e s o u r c e s  t h a t
r e q u i r e  s t r a t e g i c  a t t e n t i o n  i n  m a n y
o r g a n i s a t i o n s  e s p e c i a l l y  f o r  b u s i n e s s
o p e r a t o r s  o r  o w n e r s  f r o m  e n e r g y  i n t e n s i v e
i n d u s t r i e s .

T h e  t y p i c a l  b a s i c  s t r u c t u r e  o f  a  s u s t a i n a b l e
e n e r g y  m a n a g e m e n t  s y s t e m  i s  i n  a  c y c l e
w h i c h  c o n s i s t s  o f  s i x  m a i n  c o m p o n e n t s
n a m e l y  c o m m i t m e n t  f r o m  t h e  t o p  m a n a g e m e n t ,
e n e r g y  m a n a g e m e n t  p o l i c y ,  e n e r g y  p l a n n i n g ,
i m p l e m e n t a t i o n ,  s y s t e m  c h e c k i n g  a n d  s y s t e m
r e v i e w  f o r  i m p r o v e m e n t  a s  i l l u s t r a t e d  i n  t h e
f i g u r e  b e l o w .

T h e  i m p o r t a n c e  o f  e a c h  e l e m e n t  a s  s h o w n  i n
t h e  f i g u r e  b e l o w  w i l l  d e p e n d  o n  a t  w h a t  s t a g e
t h e  o r g a n i s a t i o n  w i l l  s t a r t  t h e i r  e n e r g y
m a n a g e m e n t  i n i t i a t i v e s  a n d  f o r  t h e m  t o  m o v e
f o r w a r d  i n  h a v i n g  a  c o m p r e h e n s i v e  a n d  m o r e
s u s t a i n a b l e  s y s t e m  i n  p l a c e .

STANDARDS MATTER || PAGE 14

T o  c o n v e y  t h e  k e y  m e s s a g e s  a n d  c o n v i n c e
t h e  t o p  m a n a g e m e n t  t o  i n d i c a t e  t h e i r
c o m m i t m e n t .
T o  w o r k  w i t h  t e a m  m e m b e r s  i n  t h e  i n t e r n a l
o r g a n i s a t i o n  a n d  i n s p i r e / m o t i v a t e  t h e m .
p e r f o r m  t h e  e n e r g y  m a n a g e m e n t  p l a n n i n g
w o r k s  t h a t  w i l l  i n v o l v e  p e r s o n n e l  f r o m
o t h e r  d e p a r t m e n t s .
T o  c r e a t e  a w a r e n e s s  t o  a l l  e m p l o y e e s  o n
t h e  e n e r g y  p o l i c y  a n d  t h e i r  r o l e s  a n d
r e s p o n s i b i l i t i e s  i n  t h e  i m p l e m e n t a t i o n .
T o  o b t a i n  o n - g o i n g  f e e d b a c k  f r o m
p e r s o n n e l  a n d  d a t a  g a t h e r i n g  t o  m o n i t o r
e n e r g y  p e r f o r m a n c e .
T o  p r e p a r e  a n d  p r e s e n t  p r o g r e s s  a n d
r e s u l t s  o f  t h e  s y s t e m  t o  c o n v i n c e  t h e  t o p
m a n a g e m e n t  a g a i n  t o  c o n t i n u e  t o  g i v e  t h e i r
c o m m i t m e n t .

T h e  m a i n  o b j e c t i v e  i s  o f t e n  a b o u t  t o  i n s t i l  t h e
i m p o r t a n c e  o f  h a v i n g  a  s y s t e m a t i c  a p p r o a c h
a n d  m e t h o d  i n  c o n n e c t i n g  a l l  l e v e l s  o f  p e o p l e
i n  t h e  o r g a n i s a t i o n  t o  s h a r e  c o m m o n  g o a l s
a n d  s p i r i t  i n  m a n a g i n g  a n d  u s i n g  e n e r g y  i n
t h e i r  o w n  o r g a n i z a t i o n .

W h e n  I  s u m m a r i z e d  a l l  c o m p o n e n t s  i n  a n
e n e r g y  m a n a g e m e n t  s y s t e m ,  I  c l e a r l y  c a n  s e e
a n d  u n d e r s t a n d  h o w  c r u c i a l  i s  t h e  p e o p l e ' s
m a n a g e m e n t  f a c t o r s  i n  h a v i n g  a n  e f f e c t i v e
s y s t e m  t o  b e  d e v e l o p ,  i m p l e m e n t ,  m o n i t o r  a n d
f i n a l l y  w o r k i n g  f o r  f u r t h e r  i m p r o v e m e n t s  t o
s u s t a i n  a n d  a c h i e v e  b e t t e r  r e s u l t s .

I f  y o u  a r e  a n  e n g i n e e r  a n d  t e c h n i c a l l y  s o u n d
p e r s o n  w i t h  t h e  i n t e n t i o n  t o  c h a m p i o n  a n d
d r i v e  e n e r g y  m a n a g e m e n t  p r o g r a m  i n  y o u r
o r g a n i s a t i o n ,  y o u  m u s t  a l s o  p o s s e s s  s k i l l s  i n
e f f e c t i v e  c o m m u n i c a t i o n s  t h a t  w i l l  h e l p  y o u  a
l o t  a l l  t h e  w a y .  T h a t  s k i l l s  w i l l  h e l p  y o u  t o  b e
m o r e  e f f e c t i v e  a n d  t o  f e e l  m o r e  c o n f i d e n t  t o
p e r f o r m  t h e  f o l l o w i n g s :

S o ,  t h e  a b i l i t y  t o  m a n a g e  t h e  p e o p l e  w i l l
d e t e r m i n e  h o w  s u c c e s s f u l  a n d  h o w  g o o d  t h e
i n t e n d e d  o u t p u t s  o f  e n e r g y  m a n a g e m e n t
p r o g r a m  w i l l  b e  p r o d u c e d .  T h e  w a y  f o r w a r d  i s
h o w  t o  s u s t a i n  t h e  p e r f o r m a n c e  a n d  t o  g e t
b e t t e r  r e s u l t s  b y  u n d e r s t a n d i n g  m o r e  a b o u t
h o w  p e o p l e  c a n  b e  m o r e  m o t i v a t e d  a n d
e x c i t e d  t o  g e t  m o r e  b e n e f i t s  f r o m  e n e r g y
m a n a g e m e n t  i n  t h e i r  b u s i n e s s e s  a n d  l i f e .
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T h e  t y p i c a l  s u s t a i n a b l e  e n e r g y  m a n a g e m e n t

s y s t e m  i m p l e m e n t a t i o n  c y c l e  f o r  o r g a n i s a t i o n s

l o w  a n d  n o - c o s t  e n e r g y  s a v i n g  m e a s u r e s ,
t h e  r e d u c t i o n  f r o m  5 %  t o  1 0 %  o f  t h e  t o t a l
e n e r g y  c o n s u m p t i o n  c o s t  i s  a c h i e v a b l e
a n d  c a n  b e  s u s t a i n e d  i n  a  l o n g  t e r m  a s
w e l l .

W h a t  i s  I S O 5 0 0 0 1 ?  
T h e  d e v e l o p m e n t ,  i m p l e m e n t a t i o n  a n d
p e r f o r m a n c e  m o n i t o r i n g  o f  t h e  e n e r g y
m a n a g e m e n t  s y s t e m  c a n  u s e  k e y
r e q u i r e m e n t s  o u t l i n e d  i n  t h e  I S O 5 0 0 0 1  a s  t h e
r e f e r e n c e  w h i c h  i s  a n  i n t e r n a t i o n a l l y
r e c o g n i z e d  s t a n d a r d  f o r  e n e r g y  m a n a g e m e n t
s y s t e m .  T h e  I S O  5 0 0 0 1  o n  E n e r g y
M a n a g e m e n t  S y s t e m  w a s  l a u n c h e d  b y
I n t e r n a t i o n a l  S t a n d a r d i z a t i o n  O r g a n i s a t i o n  o n
1 5  J u n e  2 0 1 1 .  T h e  s t a n d a r d  l a t e r  a d o p t e d  b y
M a l a y s i a  a n d  k n o w n  a s  M a l a y s i a n  S t a n d a r d
M S  I S O  5 0 0 0 1 : 2 0 1 1  E n e r g y  M a n a g e m e n t
S y s t e m s  -  R e q u i r e m e n t s  w i t h  G u i d a n c e  f o r
U s e  i n  N o v e m b e r  2 0 1 1 .

T h e  l a t e s t  r e v i s e d  v e r s i o n  o f  t h i s  s t a n d a r d
w a s  l a u n c h e d  i n  2 0 1 8  w i t h  s o m e  c h a n g e s  t o
m a k e  m o r e  s y n c h r o n i z e d  w i t h  c o m m o n
r e q u i r e m e n t s  o f  o t h e r  I S O  s t a n d a r d s  s u c h  a s
I S O  1 4 0 0 1 , I S O  4 5 0 0 1  a n d  I S O  9 0 0 1 .  T h e
I S O 5 0 0 0 1  i s  a  g l o b a l  g u i d e  o n  r e q u i r e m e n t s
t h a t  e s t a b l i s h e s  a  f r a m e w o r k  f o r  c o m m e r c i a l ,
i n s t i t u t i o n a l ,  a n d  g o v e r n m e n t a l  f a c i l i t i e s ;  a n d
e n t i r e  o r g a n i s a t i o n s  t o  m a n a g e  e n e r g y
e f f i c i e n t l y .  I t  i s  t a r g e t i n g  b r o a d  a p p l i c a b i l i t y
a c r o s s  n a t i o n a l  e c o n o m i c  s e c t o r s ;  i t  i s
e s t i m a t e d  t o  i n f l u e n c e  u p  t o  6 0  %  o f  t h e
g l o b a l  e n e r g y  u s e .

T h e  a d o p t i o n  o f  I S O 5 0 0 0 1  i n  e n e r g y
m a n a g e m e n t  p r o g r a m  d e v e l o p m e n t  a n d
i m p l e m e n t a t i o n  w i l l  a s s i s t  i n  f i r s t l y ,  t o  p r o v i d e
o r g a n i s a t i o n s  w i t h  t e c h n i c a l  a n d  m a n a g e m e n t
s t r a t e g i e s  t o  i n c r e a s e  e n e r g y  e f f i c i e n c y ,
r e d u c e  c o s t s ,  a n d  i m p r o v e  e n v i r o n m e n t a l
p e r f o r m a n c e  w i t h  a  r e c o g n i z e d  f r a m e w o r k  f o r
i n t e g r a t i n g  e n e r g y  e f f i c i e n c y  i n t o  t h e
o r g a n i s a t i o n ’ s  m a n a g e m e n t  p r a c t i c e s .
S e c o n d l y ,  i t  p r o v i d e s  o r g a n i s a t i o n s  a n  a c c e s s
t o  a  s i n g l e ,  h a r m o n i z e d  s t a n d a r d  f o r
i m p l e m e n t a t i o n  a c r o s s  t h e  o r g a n i s a t i o n  w i t h  a
l o g i c a l  a n d  c o n s i s t e n t  m e t h o d o l o g y  f o r
i d e n t i f y i n g  a n d  i m p l e m e n t i n g  i m p r o v e m e n t s .
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F o r  e x a m p l e ,  i f  t h e  o r g a n i s a t i o n  i s  s t a r t i n g
f r o m  t h e  B u s i n e s s  A s  U s u a l  ( B A U )  p r a c t i c e s
o r  e n e r g y  i s  n o t  p r o p e r l y  m a n a g e d  o n  h o w  i t
i s  b e i n g  u s e d  i n  t h e  o r g a n i s a t i o n ,  o b t a i n i n g
t h e  c o m m i t m e n t  f r o m  t h e  t o p  m a n a g e m e n t
w o u l d  b e  t h e  m o s t  i m p o r t a n t  c h a l l e n g e  t o
o v e r c o m e .

T h e  f u n d a m e n t a l s  o f  t h e  p r o p o s e d  e n e r g y
m a n a g e m e n t  s y s t e m  a r e  b a s e d  o n  t h e  P l a n -
D o - C h e c k - A c t i o n  ( P D C A )  m a n a g e m e n t  c y c l e
c o n c e p t .

I t  h a s  b e e n  p r o v e n  i n  m a n y  o r g a n i s a t i o n s  t h a t
b y  a d o p t i n g  a  s y s t e m a t i c  a p p r o a c h  i n
d e v e l o p i n g  a n d  i m p l e m e n t i n g  e n e r g y
m a n a g e m e n t  s y s t e m  c o u p l e d  w i t h  m a i n   



The  need  to  have  leadersh ip  and
commi tmen t  f rom the  top  management  to
lead  and  sus ta in  the  energy  management
p rog ram.
The  p repara t i on  and  in t roduc t i on  o f  ene rgy
po l i cy  toge the r  w i th  the  es tab l i shmen t  o f
i n te rna l  ene rgy  management  o rgan isa t i on
w i th  c lea r l y  de f i ned  ro les  and  respons i -
b i l i t i es  o f  i t s  t eam members .
To  es tab l i sh  the  energy  management
ta rge ts  and  the  p lann ing  on  how to  ach ieve
them
The  need  to  conduc t ing  energy  rev iew  and
to  es tab l i sh  the  energy  pe r fo rmance
ind ica to rs  and  energy  base  l i ne  as  the
benchmark  fo r  improvemen t  toge the r  w i th
the  p lan  on  da ta  co l l ec t i on .
To  p rov ide  suppor t s  by  the  management  
 w i th  resources  requ i red  to  deve lop  and
imp lemen t  the  sys tem and  the  requ i remen ts
to  deve lop  compe ten t  pe rsonne l  t h rough
t ra in ings ,  e f fec t i ve  awareness  p rog ramme
and  commun ica t i on  w i th  a l l  i n te res ted
par t i es
The  opera t i on  o f  t he  sys tem w i th  the  need
to  es tab l i sh  necessa ry  ope ra t i ona l  p lann ing
and  con t ro l s  w i th  the  c r i t e r i a  fo r  t he
opera t i on  and  ma in tenance  ac t i v i t i es  o f
fac i l i t i es ,  equ ipmen t ,  sys tems  and  energy -
us ing  p rocesses .
The  need  to  cons ide r  ene rgy  pe r fo rmance
improvemen t  oppor tun i t i es  i n  the  des ign  o f
energy  e f f i c i en t  f ac i l i t i es ,  equ ipmen t ,
i n f ras t ruc tu re ,  sys tems  and  p rocesses  r i gh t
f rom p ro jec t  s tage  .
To  requ i remen t  to  es tab l i sh  c r i t e r i a  i n
p rocu remen t  o f  ene rgy  e f f i c i en t  equ ipmen t ,
i ns t rumen t  and  se rv i ces .
Mon i to r i ng  and  measuremen t  p lan  fo r
energy  pe r fo rmance  eva lua t i on  and
comp l iance  to  the  sys tem requ i remen ts .
Iden t i f i ca t i on  and  ensu r ing  comp l iance
aga ins t  l ega l  and  o the r  requ i remen ts .
In te rna l  aud i t ,  management  rev iew  and
con t ro l  o f  documen ts  and  reco rds
The  need  to  have  a  con t inua l  improvemen t
p lan  fo r  t he  deve loped  and  imp lemen ted
sys tem.

In  summary ,  t he  ISO50001  ou t l i ned  the
fo l l ow ing  requ i remen ts  fo r  o rgan isa t i ons  to
have  a  comprehens ive  and  sus ta inab le  ene rgy
management  p rog ram imp lemen ta t i on  to
ach ieve  the i r  i n tended  ta rge ts  and  fo r
con t inua l  improvemen ts :

1 .

2 .

3 .

4 .

5 .

6 .

7 .

8 .

9 .

10 .

11 .

12 .
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SOLARIZE IT

The  energy  management  sys tem
imp lemen ta t i on  w i l l  enab le  the  o rgan isa t i on  to
ensure  a l l  emp loyees  to  con t r i bu te  i n
ach iev ing  the  common ob jec t i ves  and  ta rge ts
fo r  a l l  i t s  ene rgy  management  p rog ram fo r  t he
company  in  l ong  te rm.

I t  i s  expec ted  w i th  the  p rocess  o f  deve lopmen t
and  imp lemen ta t i on  o f  e f fec t i ve  energy
management  sys tem,  a l l  l eve l s  o f  pe rsonne l
w i l l  g radua l l y  embrace  the  energy  e f f i c i en t l y
cu l tu re  i n  the i r  da i l y  l i f e  a t  work  and  a l so  a t
home.  Energy  be ing  seen  d i f f e ren t l y  by
d i f f e ren t  t ypes  o f  use r  i n  the  o rgan isa t i on .
E f fo r t s  mus t  be  taken  to  ensu re  eve ry  ene rgy
user  w i l l  unders tand  and  p lay  the i r  ro les
acco rd ing l y .

In  the  nex t  a r t i c l e ,  I  w i l l  sha re  more  abou t  the
expec ta t i ons  f rom the  top  management  and
t ips  on  how to  conv ince  them fo r  t he
o rgan isa t i on  to  be  ab le  to  deve lop  and  la te r
imp lemen t ing  the  energy  management  sys tem
ef fec t i ve l y .  Th i s  i s  ma in l y  because  the
commi tmen t  f rom the  top  management  i s  t he
key  and  the  mos t  impor tan t  f ac to r  i n
success fu l  imp lemen ta t i on  o f  ene rgy
management  sys tem in  any  o rgan isa t i on .  The
top  management  mus t  demons t ra te  i t s
commi tmen t  to  suppor t  t he  imp lemen ta t i on  o f
the  sys tem and  subsequen t l y  ag ree  to
con t inua l l y  improve  i t  t o  ensu re  the  sys tem
rema in  re levan t  and  e f fec t i ve  i n  the  way
fo rward .
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A b o u t  Z a i n i  A b d u l  W a h a b

M r .  Z a i n i  A b d u l  W a h a b  i s  a n  e n e r g y
m a n a g e m e n t  s y s t e m  c o n s u l t a n t  w h o
s p e c i a l i s e s  i n  r e d u c i n g  b u s i n e s s
o p e r a t i o n a l  c o s t s  f o r  o r g a n i s a t i o n s
t h r o u g h  e n e r g y  m a n a g e m e n t  s y s t e m
i m p l e m e n t a t i o n .  H e  o b t a i n e d  h i s
b a c h e l o r ’ s  d e g r e e  ( H o n s . )  i n
M e c h a n i c a l  E n g i n e e r i n g  f r o m  t h e
N a t i o n a l  U n i v e r s i t y  o f  M a l a y s i a  i n  a n d
c e r t i f i e d  a s  a n  e x p e r t  i n  E n e r g y
M a n a g e m e n t  S y s t e m  ( E n M S )  b y  U n i t e d
N a t i o n s  I n d u s t r i a l  D e v e l o p m e n t
O r g a n i s a t i o n  ( U N I D O ) .

The nation that
leads in renewable
energy will be the
nation that leads

the world



James Cameron



Un i ted  S ta tes  s ta r ted  i n  the  60s ,  w i th
European  coun t r i es  fo l l ow  in  the  90s ,  Quebec
o f  Canada  in  2001 ,  then  Aus t ra l i a  l eg i s la te
Un i t  P r i c ing  i n  2009 .  In  As ia ,  on l y  Japan  had
imp lemen ted  Un i t  P r i c ing  a t  se lec ted
pre fec tu re  ( s ta tes )  way  back  i n  70s ,  and  in
Sou th  Eas t  As ia ,  none  o f  t he  coun t r i es  have
law govern ing  Un i t  P r i c ing  a t  t h i s  po in t  i n
t ime .  

Do Malaysian need Unit  Pric ing?

From consumer  pe rspec t i ve ,  we  de f i n i t e l y
need  i t  espec ia l l y  i n  th i s  cu r ren t  cha l l eng ing
economy.  Wh i le  o i l  p r i ce  m igh t  have  d ropped
f rom the  peak  i n  2014 ,  ou r  R ingg i t  a l so
deprec ia ted  s ign i f i can t l y  vs  US do l l a r  s ince  Q4
2015 ,  w i th  mos t  impor t  dea l i ng  i n  USD,  th i s
resu l t  i n  h ighe r  p r i ce  fo r  impor ted  raw mate r ia l
and  packed  good .  

W i th  GST imp lemen ta t i on  and  la te r  become
SST,  ou r  CPI  i s  on  the  r i se ,  consumers  a re
look ing  fo r  ways  to  save  more  espec ia l l y  t he i r
mon th l y  g roce ry  i t ems .  Jus t  l ook  a t  t hese
popu la r  i t ems  in  Ma lays ia  and  how the i r
ave rage  p romot ion  p r i ces  fo r  t he  l as t  10
years .  
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WHY SHOULD
MALAYSIA

EMBRACE UNIT
PRICING NOW?

Have  you  eve r  see  some housew ives  us ing
ca lcu la to r  i n  the  supermarke t  t o  ca l cu la te
wh ich  p roduc t  i s  bes t  p r i ced?  I f  you  wa tch
c lose ly ,  t hey  w i l l  d i v ide  the  p roduc t ’ s  she l f
p r i ce  w i th  the  we igh t  t o  de te rm ine  wh ich  pack
i s  cheaper .  Fo r  mums tha t  buy ing  baby  d iape r ,
you  w i l l  a l so  no t i ce  tha t  i t  i s  ve ry  common fo r
them to  d i v ide  d iape r  p r i ce  i n to  pe r  p iece
pr i ce .  Tha t ’ s  Un i t  P r i c ing !  W i thou t  rea l i s i ng ,
some o f  us  a l ready  do  th i s  when  we  shop .

   
                                            has  been
around  hundreds  o f  yea rs  where  mea t  and
f resh  p roduce  were  so ld  i n  KG,  and  s ince
everyone  w i l l  se l l  t he i r  p roduc t  i n  th i s  f i xed
we igh t ,  p r i ce  can  be  compare  eas i l y  ac ross
d i f f e ren t  se l l e r .  Th i s  however ,  changed  du r ing   
t he  i ndus t r y  revo lu t i on ,  we  s ta r t  t o  have  more
packed  food  in i t i a l l y  i n  l im i ted  s i ze ,  bu t  as  we
prog ress ,  t hese  packed  good  s ta r ted  to  come
in  d i f f e ren t  s i ze  and  pack ing .  As  a  resu l t ,
consumer  no  l onger  can  compare  p r i ce  eas i l y ,
hence  the  Un i t  P r i c ing  concep t  make  a
comeback .  

U n i t  P r i c i n g

WRITTEN BY
SOON CHEE KWANG 
Managing Director 

Intrack Market Services Sdn. Bhd.
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S o u r c e s :  M a i l e r t r a c k  &  H a r g a p e d i a  i n t e r n a l  t r a c k i n g  o f  p r o m o t i o n  b r o c h u r e  a n d
n e w s p a p e r  a d  o f  m a j o r  r e t a i l e r s  f r o m  2010  t i l l  2020

The  inc rease  range  f rom a  l ow  3% to  h igh  o f
a lmos t  c lose  to  80%!  Fu r the rmore ,  i f
consumers  l ook  c lose ly ,  t hey  w i l l  r ea l i se  tha t
some p roduc t  m igh t  have  m ino r  o r  reduc t i on  o f
p r i ce ,  bu t  t ha t ’ s  due  to  p roduc t  s i ze  reduc t i on ,
wh ich  does  no t  re f l ec t  t he  rea l  p r i ce  i nc rease !

Unit  Pric ing can help to look at
the real  price  comparison

I nc reas ing l y  the re  a re  more  manu fac tu re rs
tha t  reduce  the  s i ze  o f  t he  p roduc t  i n  o rde r  to
ma in ta in  p r i ce  compe t i t i veness  o r  pos i t i on
the i r  p roduc ts  a t  ce r ta in  p r i ce  po in t .
Consumer  m igh t  o r  m igh t  no t  no t i ce  these ,  bu t
ove r  the  yea rs ,  p roduc ts  l i ke  m i l k  powder ,
d iape r ,  b i scu i t ,  i ns tan t  nood le ,  de te rgen t ,
t oo thpas te ,  shampoo ,  shower  ge l  and  even  i ce
c ream had  a l l  r educed  the i r  s i ze  g radua l l y .
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I n  2010 ,  Du tch  Lady  g row ing  up  m i l k  powder
s i ze  i s  1kg  and  s ince  2020 ,  i t  became 900gm,
tha t  i s  a  10% reduc t i on  o f  s i ze ;  i f  you  l ook  a t
the  ave rage  p romot ion  p r i ce  fo r  t h i s  D  b rand ,
i t  was  RM19.6  i n  2010  and  RM19.90  in  2020 ;
hence  the  i nc rease  was  mere l y  2% ove r  11
years  shou ld  you  jus t  l ook  a t  p r i ce  a lone .  

However ,  i f  you  l ook  a t  Un i t  P r i ce  fo r  t h i s
p roduc t ,  i t  was  RM19.6 /kg  i n  2010 ;  then
RM22.10 /kg  (RM19.90  d i v ided  by  900gm)  i n
2020 ,  tha t ’ s  a  13% inc rease !  W i thou t  un i t
p r i c ing  compar i son ,  consumer  can  be
dece ived  by  the  p r i ce  they  seen .

Jus t  l ook  a t  B reeze  de te rgen t  wh ich  seem to
have  p r i ce  reduc t i on  o f  -21%,  bu t  i t  was
ac tua l l y  an  i nc rease  o f  5% (as  s i ze  reduced
f rom 5kg  in  2010  to  3 .8kg  i n  2020) ;  s im i l a r l y
you  m igh t  t h ink  the  famous  Mamee Mons te r
snack ’ s  p r i ce  rema ins  the  same,  bu t  i t ’ s
ac tua l l y  i nc rease  o f  25% as  we  used  to  have
10  pack  i n  2010  and  now on ly  8 .

The  be low i l l us t ra t i on  fu r the r  s t reng then  the
needs  fo r  Un i t  P r i c ing  imp lemen ta t i on  so  tha t
consumer  can  see  the  rea l  p r i ce  changes  ove r
the  yea r ,  espec ia l l y  when  p roduc ts  s i ze
changes .  

S o u r c e s :  M a i l e r t r a c k  &  H a r g a p e d i a  i n t e r n a l  t r a c k i n g  o f  p r o m o t i o n  b r o c h u r e  a n d  n e w s p a p e r  a d
o f  m a j o r  r e t a i l e r s  f r o m  2010  t i l l  2020

CHALLENGES AHEAD -  WILL  RETAILERS
IMPLEMENT THIS  VOLUNTARILY WITHOUT
BEEN FORCED?

I n  o rde r  fo r  consumers  to  ga in  the  bene f i t s  o f
Un i t  P r i ce  compar i son ,  re ta i l e rs  mus t  p resen t
th i s  i n fo rma t ion  on  the  she l f  l abe l  a t  t he i r
ou t l e t s .  However ,  w i thou t  l eg i s la t i on ,  we  can
on ly  hope  tha t  re ta i l e rs  w i l l  engage  th i s
vo lun ta r i l y .  

W i l l  any  i n te rna t i ona l  o r  l oca l  re ta i l e rs  come
fo rward  to  be  the  f i r s t  i n  ASEAN to  imp lemen t
un i t  p r i c ing?  Depends  on  respec t i ve  re ta i l e rs ’
sys tem,  the  cos t  w i l l  va r ies  ac ross  d i f f e ren t
re ta i l e rs .  Never the less ,  two  b igges t  cos t i ng
componen ts  w i l l  be  i n  the  IT  sys tem (bo th
so f tware  &  ha rdware )  and  human  cos t  i nvo l ved
in  mod i f y ing  the  sys tem.  

Th is  w i l l  be  a  b ig  cha l l enge  when  a l l
compan ies  a re  focus ing  on  cos t  cu t t i ng  i n  a
weak  sen t imen t .  We m issed  the  boa t  o f  do ing
th i s  more  cos t  e f f i c i en t l y  when  re ta i l e rs  a re
adop t ing  GST sys tem in  2014 /15 .

Moving forward -  URGE government to
seriously looking into Unit  Pric ing
legislation

We need  bo th  fede ra l  &  s ta te  gove rnmen t  to
se r ious  l ook ing  i n to  mak ing  Un i t  P r i c ing  as
leg i s la t i on  i n  Ma lays ia .  Th is  i s  no t  on l y  a
po l i cy  d r i ven  &  p rac t i ca l  me thod  to  he lp
consumer  to  save  more  i n  the i r  da i l y  g roce ry
expense ,  i t  i s  a l so  a  more  sus ta inab le  me thod
than  subs id i s ing  and  con t ro l l i ng  o f  p r i ces .
Wh i le ,  we  unders tand  tha t  l eg i s la t i on  m igh t
take  t imes  to  ge t  i t  done ,  the  a l te rna te  me thod
is  fo r  gove rnmen t  to  i ncen t i v i se  re ta i l e rs  tha t
vo lun ta r i l y  imp lemen t  Un i t  P r i c ing .  

SUGGEST online retailers can start
first PRIOR LEGISLATION

Whi le  b r i ck  and  mor ta l  re ta i l e rs  w i l l  a rgue  on
the  h igh  imp lemen ta t i on  cos t ,  on l i ne  re ta i l e rs
l i ke  Lazada  and  Shopee  shou ld  ac tua l l y  s ta r t
t o  embrace  Un i t  P r i c ing  concep t  on  the i r
webs i te  o r  app .  S ince  the re  a re  no  needs  fo r
she l f  l abe l  p r i n te r  and  the  p r in t i ng  cos t ,  t hese
on l i ne  re ta i l e rs  w i l l  j us t  have  to  mod i f y  the i r
sys tem and  d i sp lay  the  i n fo rma t ion  on l i ne .
The  cos t  w i l l  be  s ign i f i can t l y  l ower  than  those
br i ck  and  mor ta l  coun te rpa r t .  
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So,  s ta r t  us ing  Un i t  P r i c ing  i n fo rma t ion
th rough  Hargaped ia ,  ask  you r  l oca l  re ta i l e rs  to
d i sp lay  un i t  p r i c ing  i n  the i r  s to res  and  sha re
th i s  i n fo rma t ion  to  you r  fam i l i es ,  f r i ends  and
co l l eagues  so  tha t  we  can  move  toward  a  un i t
p r i c ing  imp lemen ted  coun t ry  i n  the  near
fu tu re !
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Else ,  f o r  now,  use  Hargaped ia  app  to  compare
Un i t  P r i c ing  o f  you r  g roce ry  pu rchase
Hargaped ia  app  a l ready  p rov ides  un i t  p r i c ing
fo r  more  than  30 ,000  g roce ry  p roduc ts  tha t  i t ’ s
t racked .  S ince  l aunched  in  Jan  2018 ,  i t  has
now g rown  to  a  l ead ing  p r i c ing  compar i son
app  in  Ma lays ia  w i th  c lose  to  1 ,200 ,000
un ique  down load .  I t ’ s  a  f ree  app  ava i l ab le  i n
bo th  iOS,  and ro id  and  Huawe i  s to re

A b o u t  t h e  w r i t e r

S o o n  C h e e  K w a n g  i s  c u r r e n t l y  t h e  M a n a g i n g  D i r e c t o r  o f  I n t r a c k  M a r k e t  S e r v i c e s

S d n  B h d ,  a  c o m p a n y  t h a t  p r o v i d e s  s p e c i a l i s e d  m a r k e t i n g  s o l u t i o n s  f o r  t h e

F M C G / R e t a i l  i n d u s t r y .  T h e  c o m p a n y  a l s o  o p e r a t e s  t h e  H a r g a p e d i a  a p p .  S o o n  w a s

t h e  c h a i r p e r s o n  f o r  t h e  n a t i o n a l  t e c h n i c a l  c o m m i t t e e  f o r  U n i t  P r i c i n g  i n  M a l a y s i a

a n d  r e p r e s e n t  M a l a y s i a  t o  I S O / P C  294 ,  w h i c h  i s  n o w  I S O  21041 :2018
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   The goal of theThe goal of theThe goal of the
food safetyfood safetyfood safety

profesional shouldprofesional shouldprofesional should
be to create abe to create abe to create a

food safetyfood safetyfood safety
culture, not a foodculture, not a foodculture, not a food

safety programsafety programsafety program





-Frank Yiannas--Frank Yiannas--Frank Yiannas-

Food  sa fe ty  a f fec ts  a l l  aspec ts  o f  t he  food
produc t ion  and  consumpt ion  p rocess ,  hence  i t
i s  eve ryone ’s  respons ib i l i t y ,  f rom p roducers
and  d i s t r i bu to rs  to  ca te re rs  and  consumers ,  t o
be  m ind fu l  o f  i t .  The  gove rnmen t  l ays  down  the
min imum food  sa fe ty  o r  marke t i ng  s tandards
tha t  f ood  bus inesses  mus t  mee t .  However ,
e f fec t i ve  food  sa fe ty  con t ro l  can  be
underm ined  by  the  ex i s tence  o f  f ragmen ted
leg i s la t i on ,  mu l t i p le  j u r i sd i c t i ons ,
i ncons is tenc ies  i n  en fo rcemen t ,  and
weaknesses  i n  food  su rve i l l ance  and
mon i to r i ng .

The  Food  Ac t  1983  i s  t he  fundamenta l
l eg i s la t i on  fo r  f ood  sa fe ty  i n  Ma lays ia .  The
governmen t  has  a l so  imp lemen ted  s t r i c t  ru les
to  ensu re  tha t  worke rs  and  owners  o f  f ood
premises  p r io r i t i se  the  c lean l i ness  o f  t he i r
work ing  a rea .
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Malays ians  
l ove  to  ea t .  And  they  w i l l  ea t  i n  the  mos t
un l i ke l y  p laces  as  l ong  as  the  food  i s  t as ty ,
o f ten  th row ing  food  hyg iene  and  sa fe ty  to  the
w ind .  We don ’ t  hea r  much  abou t  foodborne
d iseases  bu t  wor ldw ide ,  one  in  10  peop le  fa l l
i l l  because  o f  con tamina ted  food  eve ry  yea r .
Th is  i s  why  a  day  has  been  des igna ted  by  the
Wor ld  Hea l th  Organ isa t i on  (WHO)  to  c rea te
awareness  on  food  sa fe ty .

Wor ld  Food  Sa fe ty  Day ,  wh ich  i s  obse rved  on
June  7  annua l l y ,  a ims  to  d raw a t ten t i on  and
mob i l i se  ac t i on  to  p reven t ,  de tec t  and  manage
food-bo rne  r i sks  and  improve  human  hea l th .
The  theme fo r  t h i s  yea r ,  “Sa fe r  f ood ,  be t te r
hea l th ” ,  se rves  to  rem ind  us  tha t  i f  we  make
food  sa fe ty  a  p r i o r i t y ,  peop le  w i l l  be  hea l th ie r
and  more  p roduc t i ve .  We w i l l  a l so  reduce
pressu re  on  the  hea l thca re  sys tem and  have
hea l th ie r  f ood  sys tems .  

In  1988 ,  a  se r ies  o f  f ood  po ison ing  cases
occu r red  i n  Perak ,  k i l l i ng  13  ch i l d ren  be tween
the  ages  o f  two-and-a -ha l f  and  11  yea rs .
Inves t i ga t i ons  showed  tha t  a l l  o f  t hem had
ea ten  nood les  f rom the  same manu fac tu re r .  A
comb ina t ion  o f  bo r i c  ac id ,  wh ich  i s  ma in l y
used  as  an  i nsec t i c ide  and  ac ts  a  d i s in fec tan t ,
and  a f l a tox in  was  found  to  be  respons ib le  fo r
the  po ison ing .  Ano the r  ma jo r  f ood  po ison ing
inc iden t  occu r red  on  Oc tober  2018  tha t  l ed  to
34  in fec t i ons  i n  Pe rak ,  25  i n  Kedah  and  24  i n
Se langor .  The  p rob lem was  t raced  to  l aksa
produced  in  Ba l i ng  (Kedah) ,  wh ich  was
con tamina ted  w i th  sa lmone l l a .

WRITTEN BY
SARAL JAMES MANIAM

Secretary General

Malaysian Association of Standards Users
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Food  sa fe ty  a f fec ts  a l l  aspec ts  o f  t he  food
produc t ion  and  consumpt ion  p rocess ,  hence
i t  i s  eve ryone ’s  respons ib i l i t y ,  f rom
producers  and  d i s t r i bu to rs  to  ca te re rs  and
consumers ,  t o  be  m ind fu l  o f  i t .  The
governmen t  l ays  down  the  m in imum food
sa fe ty  o r  marke t i ng  s tandards  tha t  f ood
bus inesses  mus t  mee t .  However ,  e f fec t i ve
food  sa fe ty  con t ro l  can  be  underm ined  by
the  ex i s tence  o f  f ragmen ted  leg i s la t i on ,
mu l t i p le  j u r i sd i c t i ons ,  i ncons is tenc ies  i n
en fo rcemen t ,  and  weaknesses  i n  food
surve i l l ance  and  mon i to r i ng .

The  consequences  o f  unsa fe  food  can  be
se r ious .  ISO ’s  food  sa fe ty  management
s tandards  he lp  o rgan iza t i ons  i den t i f y  and
con t ro l  f ood  sa fe ty  haza rds ,  a t  t he  same
t ime  as  work ing  toge the r  w i th  o the r  ISO
management  s tandards ,  such  as  ISO 9001 ,
Qua l i ty  management  systems  —
Requ i remen ts .  App l i cab le  to  a l l  t ypes  o f
p roducer ,  ISO 22000 ,  Food Safe ty
Management  Systems prov ides  a  l aye r  o f
reassu rance  w i th in  the  g loba l  f ood  supp ly
cha in ,  he lp ing  p roduc ts  c ross  bo rde rs  and
br ing ing  peop le  food  tha t  t hey  can  t rus t .

The  Food Act  1983  i s  t he  fundamenta l
l eg i s la t i on  fo r  f ood  sa fe ty  i n  Ma lays ia  wh ich
cons is t s  Food Regula t ions  1985  and  Food
Hygiene  Regula t ions  2009 .  The  gove rnmen t
has  a l so  imp lemen ted  s t r i c t  ru les  to  ensu re
tha t  worke rs  and  owners  o f  f ood  p remises
p r io r i t i se  the  c lean l i ness  o f  t he i r  work ing
a rea .  Improper  food  hand l i ng  can  a l so  be  a
ma jo r  cause  o f  f ood  con tamina t ion .  
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To  p reven t  food  con tamina t ion ,  t he  food
hand le r  shou ld  have  good  know ledge  o f  f ood
hand l i ng  p rac t i ces  and  obse rve  them a t  a l l
t imes .The  “CLEAN,  SAFE AND HEALTHY”
(BeSS)  recogn i t i on  i s  one  recogn i t i on  g i ven  to
food  p remises  fo r  encourag ing  opera to rs
ma in ta in  c lean  p remises ,  p rov ide  food  tha t
sa fe r  and  hea l th ie r  f ood  cho ices  to  cus tomers .
Meanwh i le  HACCP ce r t i f i ca t i on  i s  an
in te rna t i ona l  s tandard  de f i n ing  the
requ i remen ts  fo r  e f fec t i ve  con t ro l  o f  f ood
sa fe ty  wh ich  used  mos t  o f  f ood  manu fac tu re rs
o r  i ndus t r i es  and  GMP regu la t i ons  requ i re  a
qua l i t y  app roach  to  manu fac tu r ing ,  enab l i ng
compan ies  to  m in im ize  o r  e l im ina te  i ns tances
o f  con tamina t ion ,  m ix -ups ,  and  e r ro rs .   

En fo rcemen t  a lone  w i l l  no t  su f f i ce .  I f
consumers  do  no t  know wha t  to  l ook  fo r  i n
food  sa fe ty ,  unsa fe  ou t l e t s  and  p roduc ts  w i l l
con t i nue  to  f l ou r i sh .  Consumer  educa t ion
re l i es  heav i l y  on  schoo ls ,  t he  t rad i t i ona l  med ia
and  a l so  soc ia l  med ia .

However ,  awareness  i s  s t i l l  l ack ing ,  and
apa thy  towards  food  hyg iene  i s  s t i l l  t he  no rm
ra the r  than  the  excep t ion .  Reduced  r i sk  o f
d i seases  and  dea ths  caused  by  unsa fe  food
consumpt ion  l eads  to  reduced  bu rden  o f
f i nanc ia l  l osses  due  to  food -bo rne  i l l nesses
such  as  t ypho id ,  hepa t i t i s  A ,  d ia r rhoea  and
dysen te ry .  We shou ld  the re fo re  i nc lude  good
food  sa fe ty  p rac t i ces  i n  ou r  day - to -day
ac t i v i t y .  Food  i s  med ic ine ,  and  we  shou ld  a l l
endeavour  to  a im  fo r  sa fe r  f ood  and  be t te r
hea l th .

An effective and continuous food safety
education is important to improve

consumers’ knowledge on food safety

https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&ved=2ahUKEwi3x8Ocsqn4AhXtyqACHWRICrYQFnoECAkQAQ&url=https%3A%2F%2Fwww.iso.org%2Fstandard%2F62085.html&usg=AOvVaw2JIuQeBWgouqwssKxl5t3r
https://www.google.com/url?sa=t&rct=j&q=&esrc=s&source=web&cd=&ved=2ahUKEwi3x8Ocsqn4AhXtyqACHWRICrYQFnoECAkQAQ&url=https%3A%2F%2Fwww.iso.org%2Fstandard%2F62085.html&usg=AOvVaw2JIuQeBWgouqwssKxl5t3r
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Initiated by FOMCA on Nov 21, 2021 to
strengthen Consumer Associations in ASEAN
consists of Indonesia, Malaysia, Myanmar,
Philippines, Singapore, Thailand, Vietnam and GIZ.
Please contact fomca.fomca@org.my if your
organisation want to be the part of ACF to make
a different in ASEAN.

ASEAN CONSUMER FORUM 

THE NATIONAL CONSUMER COMPLAINTS
CENTER (NCCC) 

aims to be a one-stop complaints center to
help consumers resolve problems and
complaints. You can lodge complaints
through the following channels.

RINGGIT

is a joint venture of the Federation of Malaysian Consumer
Associations (FOMCA) and Bank Negara Malaysia to deliver
financial education to you.
The ringgit will be issued every 2 months starting in
February 2022. Read & Download via link:
https://rebrand.ly/Ringgit002


