Case study: Applying ISO 24495-2 to improve legal
communication in luxury-sector membership programs
and product guarantees

Introduction

This case study demonstrates how the principles and guidance in ISO 24495-
2:2025, Plain language — Part 2: Legal communication can improve legal
communication in the luxury sector while preserving the exclusivity associated
with luxury brands.

This case study is published by the International Plain Language Federation
(Federation) to provide a real-world example of how organizations are
implementing the ISO 24495 series. You are free to share this information, but if
you reference it in a publication, please cite the website of the International Plain
Language Federation. The content is the copyright of the authoring organization
and the Federation, who developed the case study template. For more

information, contact chair@iplfederation.org.

Purchasing and applying the standard
| purchased ISO 24495-2:2025, Plain language — Part 2: Legal communication in
October 2025. This project applied the standard to legal communications from the

luxury sector, including membership programs and product guarantees.

Communication challenge

Luxury brands frequently communicate legal rights, obligations, guarantees and
membership conditions through marketing-oriented language. While this
reinforces exclusivity and brand identity, it can also make contractual information
difficult for consumers to find, understand and use. Ambiguous promises, dense
warranty clauses and technical legal terminology may lead to misunderstandings

about consumers'rights and a brand's obligations.

Review and information gathering
The project reviewed anonymized client documents from the luxury sector,
including aviation membership programs and luxury watch guarantees. The review

identified recurring communication issues, including ambiguous contractual
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promises, warranty exclusions embedded in dense sentences and technical

wording that obscured the legal consequences for consumers.

Project purpose and scope

The purpose of the project was to demonstrate how ISO 24495-2 can improve legal
communication in the luxury sector while preserving the brand experience

expected of luxury businesses.
The project focused on three examples:

— an aviation membership program
— a luxury watch guarantee

— awarranty clause relating to non-original replacement parts.

The aim was to improve the clarity, transparency and usability of legal
communication while maintaining legal accuracy and the distinctive tone

associated with luxury brands.

Applying the plain language principles

| evaluated each example against the guidance in ISO 24495-2 and revised them
using the four governing principles of plain language.

Principle 1: Relevant

| prioritized essential rights, obligations, conditions and limitations so readers

could quickly identify the contractual information they needed.
Principle 2: Findable

| used meaningful headings, logical document structure and bullet lists to make
important legal information easier to find.
Principle 3: Understandable

| replaced ambiguous marketing language and technical legal expressions with

precise, legally accurate wording while preserving the intended legal meaning.



Principle 4: Usable

| presented legal consequences before supporting explanations so readers could

quickly determine how the provisions applied to their circumstances.

Project implementation

Each document was reviewed against ISO 24495-2 before being revised. The
revised documents were checked to verify that the legal meaning remained
unchanged while improving clarity, navigation and usability. Before-and-after
comparisons were used to evaluate whether the revised documents

communicated key legal information more effectively.

Lessons learned

The project demonstrated that applying ISO 24495-2 can substantially improve
legal communication in the luxury sector. Clear separation of promotional
language from contractual terms strengthens transparency while preserving the

exclusivity expected of luxury brands.

Results

The revised examples produced legal communication that was more precise,
easier to navigate and more transparent. Feedback on the revised documents
indicated that key warranty conditions, membership limitations and legal
consequences were easier to identify and understand while maintaining legal

accuracy and the distinctive tone associated with luxury brands.

Examples from practice

Anonymized client examples demonstrated the application of ISO 24495-2 in

practice.

ISO 24495-2:2025 states that legal communication should enable readers to find,
understand and use information to exercise their rights and obligations. The

following examples illustrate how selected plain language principles were applied
to legally significant communications in the luxury sector while maintaining brand

value. Together, they demonstrate how greater clarity can be achieved through



more precise wording, improved document structure and better presentation of

legal information.

Example 1. Guaranteed aircraft availability in luxury aviation

membership programs
Luxury aviation membership programs often promote “guaranteed availability” as

a key benefit.

Original wording

“The most comprehensive personal membership, with a fixed hourly rate and

guaranteed aircraft availability every day of the year.”

Plain language analysis

From an ISO 24495-2 perspective, the main problem is ambiguity.

The term guaranteed aircraft availability does not explain these issues:

— whether exceptions apply
— whether all aircraft types are included
— whether peak travel periods are excluded

— whether geographical restrictions exist.

As aresult, readers may interpret the scope of the guarantee differently.

Relevant ISO 24495-2 guidelines

Guidelines for legal documents How the document falls short of

meeting the guideline

5.3.7 Eliminate ambiguity Guaranteed availability may be interpreted

in multiple ways.

5.3.6 Use an appropriate degree of Conditions and limitations are not
precision specified.
5.2.5 Evaluate the consequences of Restrictions affecting availability should

readers missing important information be prominent and easy to find.




Plain language rewrite

Your hourly flight rate remains the same throughout your membership agreement.

We will provide an aircraft in your membership category, in accordance with the

conditions set out in this agreement.

Availability may be affected by the following factors:

— aircraft category
— route restrictions

— peak travel periods.

See Section X for full details.

Original

Revision

“The most comprehensive personal
membership, with a fixed hourly rate and
guaranteed aircraft availability every day of

the year.”

Your hourly flight rate remains the same
throughout your membership agreement.
We will provide an aircraft in your
membership category, in accordance with
the conditions set out in this agreement.
Availability may be affected by aircraft
category, route restrictions and peak travel

periods. See Section X for full details.

Why this improves communication

The revised version separates the commercial benefit from the contractual

conditions. Readers can clearly distinguish what is offered and what may limit its

application. Although the revised version is longer, it provides greater legal

certainty because it explains key terms that might otherwise be interpreted

differently, thereby reducing the risk of misunderstanding or legal disputes.

Example 2. Warranty exclusions in luxury watch guarantees

Warranty exclusions often contain information that readers only look for when a

problem occurs.




Original wording

“The guarantee excludes normal wear-and-tear (notably the wear-and-tear of non-

metal bracelets and straps), loss, theft, or damage due to misuse.”

Plain language analysis

The exclusions are legally important but embedded within a dense sentence.

Readers may overlook them until they make a claim.

Relevant ISO 24495-2 guidelines

Guidelines for legal documents

How the document falls short of

meeting the guideline

5.2.2 Use a heading that conveys meaning

to the reader

The heading helps consumers quickly find

information about warranty exclusions.

5.2.5 Evaluate the consequences of

readers missing important information

Exclusions should be easy to find.

5.2.4 Use design techniques to highlight

information from multiple perspectives

Customers often search for coverage

limits.

5.3.2 Choose familiar, legally accurate

words

Clear language improves comprehension.

Plain language rewrite

What the guarantee does not cover:

— normal wear and tear, including leather, fabric or rubber straps

— loss or theft of the watch

— damage caused by improper use.

Original

Revision

“The guarantee excludes normal wear-
and-tear (notably the wear-and-tear of
non-metal bracelets and straps), loss,

theft, or damage due to misuse.”

What the guarantee does not cover:
normal wear and tear, including leather,
fabric or rubber straps; loss or theft of the

watch; damage caused by improper use.




Why this improves communication
The heading and list format improve visibility and help readers quickly identify

coverage limits.

Example 3. Non-genuine parts requirements in luxury watch

guarantees

Warranty exclusions often use lengthy technical descriptions.

Original wording

“The guarantee does not cover watches materially modified by the addition or
substitution of non-genuine original parts or components.”

Plain language analysis

The clause combines technical terminology (materially modified, non-genuine
original parts) with a delayed statement of legal consequence, making it difficult

for readers to determine the conditions under which warranty coverage is lost.

Relevant ISO 24495-2 guidelines

Guidelines for legal documents How the document falls short of

meeting the guideline

5.3.2 Choose familiar, legally accurate Plain explanations improve clarity.

words

5.3.3 Define or explain words and phrases | Technical terms require clarification.
that can be unfamiliar or confusing to

readers

5.3.7 Eliminate ambiguity The consequence should be explicit.

Plain language rewrite

Your guarantee does not apply if your watch has been modified using non-original

parts.



This includes replacing or adding original parts manufactured by another

company, such as the bezel, case, dial or movement.

Original Revision
“The guarantee does not cover watches Your guarantee does not apply if your
materially modified by the addition or watch has been modified using non-

substitution of non-genuine original parts | original parts. This includes replacing or
or components.” adding original parts manufactured by
another company, such as the bezel, case,

dial or movement.

Why this improves communication

The legal consequence appears first, followed by examples that clarify how the

rule applies in practice.

What the examples show

The examples demonstrate that plain legal language is not merely about
simplifying words; it is about making legal information easier to find, understand
and use. In luxury-sector communication, clear presentation of contractual
promises, limitations and technical requirements helps readers understand their

rights and obligations while maintaining brand value.

Applying ISO 24495-2 principles improves precision, transparency and usability
without reducing legal accuracy or the distinctive character of luxury

communication.

Conclusion

This project demonstrates that ISO 24495-2 can be successfully applied within the
luxury sector. Clear legal communication enhances transparency, supports
informed decision making and strengthens consumer trust while preserving the

exclusivity and symbolic value that define luxury brands.



