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Standarder får världen att fungera
SIS (Swedish Standards Institute) är en fristående ideell förening med medlemmar från både privat och offentlig
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kunskap i rätt tid, direkt från källan. Med vår kunskap om standarders möjligheter hjälper
vi våra kunder att skapa verklig nytta och lönsamhet i sina verksamheter.
Vill du veta mer om SIS eller hur standarder kan effektivisera din verksamhet är
du välkommen in på www.sis.se eller ta kontakt med oss på tel 08-555 523 00.

Standards make the world go round
SIS (Swedish Standards Institute) is an independent non-profit organisation with members from both the private
and public sectors. We are part of the European and global network that draws up international standards. Standards
consist of documented knowledge developed by prominent actors within the industry, business world and society.
They promote cross-border trade, they help to make processes and products safer and they streamline your
organisation.
Take part and have influence
As a member of SIS you will have the possibility to participate in standardization activities
on national, European and global level. The membership in SIS will give you the opportunity
to influence future standards and gain access to early stage information about developments
within your field.
Get to know the finished work
We offer our customers everything in connection with standards and their application. You
can purchase all the publications you need from us - everything from individual standards,
technical reports and standard packages through to manuals and online services. Our web
service e-nav gives you access to an easy-to-navigate library where all standards that are
relevant to your company are available. Standards and manuals are sources of knowledge.
We sell them.
Increase understanding and improve perception
With SIS you can undergo either shared or in-house training in the content and application
of standards. Thanks to our proximity to international development and ISO you receive
the right knowledge at the right time, direct from the source. With our knowledge about the
potential of standards, we assist our customers in creating tangible benefit and profitability
in their organisations.
If you want to know more about SIS, or how standards can streamline your
organisation, please visit www.sis.se or contact us on phone +46 (0)8-555 523 00
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Foreword
ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
The procedures used to develop this document and those intended for its further maintenance are
described in the ISO/IEC Directives, Part 1. In particular the different approval criteria needed for the
different types of ISO documents should be noted. This document was drafted in accordance with the
editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this document may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all such patent rights. Details of
any patent rights identified during the development of the document will be in the Introduction and/or
on the ISO list of patent declarations received (see www.iso.org/patents).

Any trade name used in this document is information given for the convenience of users and does not
constitute an endorsement.
For an explanation on the meaning of ISO specific terms and expressions related to conformity
assessment, as well as information about ISO’s adherence to the WTO principles in the Technical
Barriers to Trade (TBT) see the following URL: Foreword - Supplementary information

The committee responsible for this document is ISO/TC 159, Ergonomics, Subcommittee SC 1, General
ergonomics principles.
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Introduction
NOTE

This introduction serves as an executive summary of this International Standard.

Human well-being is now recognized by the G7 (the world’s seven biggest economies) as an important
economic measure to complement traditional measures of national output. Organizations are being
judged not only on their return on the investment of their owners, but also on much broader issues such
as how well they fulfil their responsibility to the society and the impact they have on the environment
in both the short and long term. In those areas, organizations often turn to high level standards such as
ISO 26000, ISO 31000, and ISO/IEC 38500.

This International Standard explains to executive board members the values and beliefs that make
an organization human-centred, the significant business and operational benefits that arise, and the
policies they need to put in place to achieve this. This International Standard identifies the key criteria
which demonstrate that each principle has been met, the implications for the organization of failing to
meet the relevant criteria and what steps can be taken to mitigate the risks of such failure.

Adding value by applying a human-centred approach to enhance total system performance and human
well-being is the objective of ergonomics (also known as human factors). ISO 26800 describes the
general ergonomics approach and specifies basic ergonomics principles and concepts applicable to
the design and evaluation of tasks, jobs, products, tools, equipment, systems, organizations, services,
facilities, and environments. There are a number of standards on ergonomics and human factors based
on these principles and concepts which can be used by managers, engineers, and designers in selecting,
designing, and managing systems and equipment to ensure that they are effective, efficient, and
satisfying to use. These International Standards are not normally the direct concern of the executive
board of an organization.

This International Standard, in contrast, draws on that extensive body of ergonomics and human factors
knowledge and presents the rationale and general principles of human-centredness in a concise form
for executive board members. It explains the seven principles which characterize a human-centred
organization. These principles are the following:
— capitalize on individual differences as an organizational strength;
— make usability and accessibility strategic business objectives;
— adopt a total system approach;

— ensure health, safety, and well-being are business priorities;

— value employees and create a meaningful work environment;
— be open and trustworthy;

— act in socially responsible ways.

In design processes, the term user-centred is often used to reflect that the design of the product,
system, or service takes account of human characteristics both to minimize risks and to optimize wellbeing and performance. The term human-centred is used to reflect that organizations not only have an
impact on their customers (the users of their products and services), but also on their employees, their
families and the wider community.
This International Standard is intended to be useful to all types of organizations (whether large or
small) in the private, public, and non-profit sectors. While not all parts of this International Standard
will be of equal use to all types of organizations, the principles are relevant to every organization.
Each organization will identify which issues are relevant and significant to address through its own
considerations and through dialogue with stakeholders. Governmental organizations, like any other
organization, may wish to use this International Standard. However, it is not intended to replace, alter,
or in any way, change the obligations of the state.
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Related International Standards, including some under development on ergonomics processes, are
intended to be used by managers who are responsible for implementing the human-centred approach
in the organization. They will contain both recommendations and requirements.
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The human-centred organization — Rationale and general
principles
1 Scope
This International Standard is intended for executive board members and policy makers of all types of
organizations (whether large or small) in the private, public and non-profit sectors.
It describes the values and beliefs that make an organization human-centred, the significant business
benefits that can be achieved, and explains the risks for the organization of not being human-centred. It
provides recommendations for the policies that executive board members need to implement to achieve
this. It sets out high-level human-centred principles for executive board members to endorse in order to
optimize performance, minimize risks to organizations and individuals, maximize well-being in their
organization, and enhance their relationships with the customers. The importance of organizational
policy to address human-centredness is emphasized.
This International Standard is not a management system standard. It is not intended or appropriate for
certification purposes or regulatory or contractual use.
This International Standard is not intended to prevent the development of national standards that are
more specific or demanding.

2 Terms and definitions

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

2.1
consumer
individual member of the general public purchasing or using property, products, or services for
personal use
2.2
customer
organization or individual purchasing property, products, or services for commercial, private, or public
purposes
2.3
accessibility
extent to which products, systems, services, environments (2.5), and facilities can be used by people
from a population with the widest range of characteristics and capabilities to achieve a specified goal in
a specified context of use
Note 1 to entry: Context of use includes direct use or use supported by assistive technologies.

Note 2 to entry: When evaluating accessibility, the three measures of usability (effectiveness (2.9), efficiency
(2.10), and satisfaction (2.11)) can be important.

[SOURCE: ISO 26800:2011, 2.1, modified]
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2.4
ergonomics
human factors
scientific discipline concerned with the understanding of interactions among human and other elements
of a system, and the profession that applies theory, principles, data, and methods to design in order to
optimize human well-being and overall system performance
Note 1 to entry: This definition is consistent with that given by the International Ergonomics Association.

Note 2 to entry: The terms ergonomics and human factors are used synonymously throughout this International
Standard.

[SOURCE: ISO 26800:2011, 2.2, modified]

2.5
environment
physical, chemical, biological, organizational, social, and cultural factors surrounding one or more persons
[SOURCE: ISO 26800:2011, 2.3]

2.6
human-centred design
approach to system design and development that aims to make systems more usable by focussing on the
use of the system; applying ergonomics (2.4), human factors, and usability knowledge and techniques
[SOURCE: ISO 9241‑210:2010, 2.7, modified]

2.7
stakeholder
person or organization that can affect, be affected by, or perceive themselves to be affected by a decision
or activity
[SOURCE: ISO 31000:2009, 2.13, modified]

2.8
usability
extent to which a system, product, or service can be used by specified users to achieve specified goals
with effectiveness (2.9), efficiency (2.10), and satisfaction (2.11) in a specified context of use
[SOURCE: ISO 9241‑210:2010, 2.13, modified]

2.9
effectiveness
accuracy and completeness with which users (2.12) achieve specified goals

[SOURCE: ISO 9241‑11:1998, 3.2]

2.10
efficiency
resources expended in relation to the accuracy and completeness with which users (2.12) achieve goals
[SOURCE: ISO 9241‑11:1998, 3.3]

2.11
satisfaction
freedom from discomfort and positive attitudes towards the use of the product
[SOURCE: ISO 9241‑11:1998, 3.4]
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2.12
user
person who interacts with a system, product, or service

Note 1 to entry: The person who uses a service provided by a system, such as a customer (2.2) in a shop or
passenger on a train, can be considered a user.

[SOURCE: ISO 26800:2011, 2.10, modified]

3 Understanding what being human-centred means for the organization
3.1 The benefits of being human-centred
Organizations are subject to many different commercial, management, and regulatory frameworks and
being human-centred offers several business benefits. These include the following:

— improved operational effectiveness and efficiency and increased likelihood of achieving business
objectives in a timely manner;
— products and services that are easier to understand and to learn how to use, thus, increasing uptake
and reducing support costs;
— increased accessibility for staff and customers;

— reduced risk of poor product design and the associated financial consequences;
— greater responsiveness to customers and to the market;

— enhanced health and safety as well as environmental protection;
which can lead to the following:

— enhanced customer confidence and trust with increased customer loyalty;

— increased owner, shareholder, and member confidence and trust and enhanced reputation;

— greater staff confidence and trust which help to improve motivation and loyalty, as well as reduce
staff turnover.
These, in turn, lead to better organizational performance which may include organization financial
performance, customer experience, and service to the community.

3.2 The responsibility of organizations to be human-centred

There is growing international recognition that corporate (and indeed national) success ought to be
measured in terms which go beyond profit and productivity. Organizations are being assessed not just
on their return on their owner’s investment, but also on much broader issues such as how well they
fulfil their responsibility to the society and the impact they have on the environment in both the short
and long term. One area that has recently received particular attention from the world’s seven biggest
economies (G7) is human well-being as an economic measure in addition to traditional measures of
national output.

In 1964, the International Labour Organization (ILO) declared the fundamental objective that “all human
beings, irrespective of race, creed or sex, have the right to pursue both their material well-being and their
spiritual development in conditions of freedom and dignity, of economic security and equal opportunity”,
and that “everyone has the right to work, to free choice of employment, to just and favourable conditions of
work and to protection against unemployment”.
Although these obligations are aimed at nations requiring them to enact legislation to protect such
rights and freedoms, the rise of international organizations spanning the globe places these obligations
on business, as well as governments.
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