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Foreword

ISO (the International Organization for Standardization) and IEC (the International E
Commission) form the specialized system for worldwide standardization. National bodies that are members of
ISO or IEC participate in the development of International Standards through technical committees
established by the respective organization to deal with particular fields of technical activity. ISO and IEC
technical committees collaborate in fields of mutual interest. Other international organizations, governmental
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Introducti

on

Certification of a management system, such as a quality or environmental management system of an
organization, is one means of providing assurance that the organization has implemented a system for the
management of the relevant aspects of its activities, in line with its policy.

This International Standard specifies requirements for certification bodies. Observance of these requirements

is intended t
consistent and
certifications (¢
facilitating the

Certification o
the organizatiq

a) conforms

b) is capable]

c) is effectivg
Conformity ag
organization, i

In this Internaf
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supporting an
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This Internatid
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field of quality
certification bd
with other des

Certification a
conformity of
normative req

f a management system provides independent demonstration that the management sys

ensure that certification bodies operate management system certficaton in_a com
impartial manner, thereby facilitating the recognition of such bodies and the acceptance
n a national and international basis. This International Standard serves as a foundat
recognition of management system certification in the interests of international trade.

n
o specified requirements,

of consistently achieving its stated policy and objectives, and
ly implemented.

sessment such as certification of a managemeént“system thereby provides value
s customers and interested parties.

ional Standard, Clause 4 describes the principles on which credible certification is based.
the reader to understand the essential nature of certification and they are a necessary {
0 10. These principles underpin all therrequirements in this International Standard, bl
not auditable requirements in their~own right. Clause 10 describes two alternative W
] demonstrating the consistent achievement of the requirements in this International St
tablishment of a management system by the certification body.

nal Standard is intended(for'use by bodies that carry out audit and certification of manag
es generic requirements for such certification bodies performing audit and certification
, environmental and-other forms of management systems. Such bodies are referred
dies. This wording-should not be an obstacle to the use of this International Standard by
gnations that undertake activities covered by the scope of this document.

Ctivities involve the audit of an organization's management system. The form of attestq
an organization's management system to a specific management system standard o
hirements is normally a certification document or a certificate.
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The publicatio

n of this International Standard includes the text of ISO/IEC 1/0271:2000, including amen

ments

to delete relevant references to 1ISO 19011, with new text adding specific requirements for third-party
certification auditing and the management of competence of personnel involved in certification.

Specific market needs have already been identified, resulting from a lack of specific and recognized
requirements for third-party auditors of management systems, such as quality management systems,
environmental management systems or food safety management systems. The lack of requirements for
auditor competence and the way in which these auditors are managed and deployed has been identified by
key interested parties, including industry interested parties, as being a drawback.

This International Standard provides a set of requirements for management systems auditing at a generic
level, aimed at providing a reliable determination of conformity to the applicable requirements for certification,
conducted by a competent audit team, with adequate resources and following a consistent process, with the
results reported in a consistent manner.

vi © I1SO 2011 — Al rights reserved
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This International Standard is applicable to the auditing and certification of any type of management system. It
is recognized that some of the requirements, and in particular those related to auditor competence, can be
supplemented with additional criteria in order to achieve the expectations of the interested parties.

In this International Standard, the word “shall” indicates a requirement and the word “should” a
recommendation.

© IS0 2011 — Al rights reserved Vi
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INTERNATIONAL STANDARD

ISO/IEC 17021:2011(E)

Conformity assessment — Requirements for bodies providing

aud

it and certification of management systems

1 Scope
This Ipternational Standard contains principles and requirements for the competence, co
impartjality of the audit and certification of management systems of all types (e.g: quality

systems or environmental management systems) and for bodies providing these actiyities. Certi

operat
Certifig
confor|
third-p

NOTE

ng to this International Standard need not offer all types of management system certificat
ation of management systems (named in this International Standard “certification”) i
mity assessment activity (see ISO/IEC 17000:2004, 5.5). Bodies_petforming this activity
arty conformity assessment bodies (named in this International Standard “certification bod

Certification of a management system is sometimes also ¢alled “registration”, and certifica

sometimes called “registrars”.

NOTE

NOTE

D

A certification body can be non-governmental or governmental (with or without regulatory auth

B This International Standard can be used as a critetia document for accreditation or peer asseg

audit pfocesses.

2 N

The fdq

lormative references

llowing referenced documents “are indispensable for the application of this docume

referemces, only the edition citedCapplies. For undated references, the latest edition of

docum
I1ISO 9(

ISO/IH

3 T

For th
followi

3.1

ent (including any amendments) applies.
00:2005, Quality management systems — Fundamentals and vocabulary

C 17000:2004, Conformity assessment — Vocabulary and general principles

brms<and definitions

nsistency and
management
fication bodies
on.

5 a third-party
are therefore
y/bodies”).

tion bodies are

rity).

ssment or other

nt. For dated
he referenced

b ‘purposes of this document, the terms and definitions given in 1SO 9000, ISO/IEC 1

7000 and the

ng apply.

certified client
organization whose management system has been certified

3.2

impartiality

actual

NOTE
subseq

©1S0 2

and perceived presence of objectivity

1
uent activities of the certification body.
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NOTE 2

Other terms that are useful in conveying the element of impartiality are: objectivity, independence, freedom

from conflict of interests, freedom from bias, lack of prejudice, neutrality, fairness, open-mindedness, even-handedness,

detachment, bal

3.3
management

ance.

system consultancy

participation in designing, implementing or maintaining a management system

EXAMPLES

a) preparing or producing manuals or procedures, and

b) gIVIng Spe..ifiu advice—instractions—or—sotutions—towards—the dcvc:uplllcut and ;lllp:clllclltat;ull ofa—management
system.

NOTE Arrgnging training and participating as a trainer is not considered consultancy, provided that, where the|course

relates to management systems or auditing, it is confined to the provision of generic information that is\freely available in

the public domgin; i.e. the trainer should not provide company-specific solutions.

34

third-party certification audit

audit carried put by an auditing organization independent of the client and \the”user, for the purppse of

certifying the glient's management system

NOTE 1 In the definitions which follow, the term “audit” has been used for simplicity to refer to third-party certffication

audit.

NOTE 2 Thind-party certification audits include initial, surveillance, ré<Certification audits, and can also include|special

audits.

NOTE 3  Thind-party certification audits are typically conducteddby audit teams of those bodies providing certification of

conformity to thé requirements of management system standards.

NOTE 4 A jdint audit is when two or more auditing organizations cooperate to audit a single client.

NOTE 5 A cpmbined audit is when a client is being audited against the requirements of two or more management

systems standafds together.

NOTE 6  An |integrated audit is when a” client has integrated the application of requirements of two of more

management systems standards into a single management system and is being audited against more than one stapdard.

3.5

client

organization W

3.6
auditor

hose management system is being audited for certification purposes

person who cd

nducts an audit

3.7
competence
ability to apply

3.8
guide
person appoin

3.9
observer

knowledge and skills to achieve intended results

ted by the client to assist the audit team

person who accompanies the audit team but does not audit

© 1SO 2011 — All rights reserved
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3.10
technical area
area characterized by commonalities of processes relevant to a specific type of management system

4 Principles

41 General
411 These principles are the basis for the subsequent specific performance and descriptive requirements
in this International Standard. This International Standard does not give specific requirements for all situations
that cgrroccurThese principtes shoutd-be—apptiedas guidance for the detisionsthat may ead to be made
for unanticipated situations. Principles are not requirements.
4.1.2 | The overall aim of certification is to give confidence to all parties that a management system fulfils
specified requirements. The value of certification is the degree of public confidence and trust that is
established by an impartial and competent assessment by a third-party. Parties 'that have |an interest in
certification include, but are not limited to

a) the clients of the certification bodies,

b) the customers of the organizations whose management systems-are certified,
c) gagvernmental authorities,

d) nogn-governmental organizations, and

e) cansumers and other members of the public.

4.1.3 | Principles for inspiring confidence include

— impartiality,

— cgmpetence,

— responsibility,

— openness,

— canfidentiality,.and

— responsiveness to complaints.

4.2 |mpartiality

4.21 Being impartial, and being perceived to be impartial, is necessary for a certification body to deliver
certification that provides confidence.

4.2.2 It is recognized that the source of revenue for a certification body is its client paying for certification,
and that this is a potential threat to impartiality.

4.2.3 To obtain and maintain confidence, it is essential that a certification body's decisions be based on

objective evidence of conformity (or nonconformity) obtained by the certification body, and that its decisions
are not influenced by other interests or by other parties.

© 1SO 2011 — All rights reserved 3
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4.2.4 Threats to impartiality include the following.

certification, as a threat to impartiality, is financial self-interest.

Self-interest threats: threats that arise from a person or body acting in their own interest. A concern

Self-review threats: threats that arise from a person or body reviewing the work done by themselves.

Auditing the management systems of a client to whom the certification body provided management
systems consultancy would be a self-review threat.

another person instead of seeking audit evidence.

a)
related to
b)
c)
d) Intimidatiq
or secreti
4.3 Compe

Competence (¢
deliver certific

4.4 Respol

441 The ¢
requirements 1

442 The ¢
base a certifig

sufficient evidgnce of conformity, or not to grant certification ifithere is not sufficient evidence of conform

NOTE Anyf
of 100 % confor

4.5 Openn

451 A cer
information al
granting, exte
of any organif
principle of ac

452 Toga
to, or disclos
response to cq

n threats: threats that arise from a person or body having a perception of being coerced
ely, such as a threat to be replaced or reported to a supervisor.

tence

f the personnel supported by the management system of the certification 'body is neces
htion that provides confidence.

nsibility

lient organization, not the certification body, has the responsibility for conformity w|
or certification.

ertification body has the responsibility to assess sufficient objective evidence upon w
ation decision. Based on audit conclusions, it makes a decision to grant certification if t

audit is based on sampling within an organization's management system and therefore is not a gu
Mmity with requirements.

PSS

ification body needs to provide public access to, or disclosure of, appropriate and
pout its audit process and certification process, and about the certification status (i
nding, maintaining, renewing, suspending, reducing the scope of, or withdrawing of certifi

ation, in order to gain confidence in the integrity and credibility of certification. Openne
cess to, or disclesure of, appropriate information.

n or maintain-confidence in certification, a certification body should provide appropriate
ire of, non:confidential information about the conclusions of specific audits (e.g. ay
mplaints) to specific interested parties.

Familiarity (or trust) threats: threats that arise from a person or body being too familiar with or trusting of

popenly

sary to

th the

hich to
here is

ity.

Arantee

timely
e. the
cation)
5S is a

HCCess
dits in

4.6 Confid

entiality

To gain the privileged access to information that is needed for the certification body to assess conformity to
requirements for certification adequately, it is essential that a certification body keep confidential any
proprietary information about a client.

4.7 Responsiveness to complaints

Parties that rely on certification expect to have complaints investigated and, if these are found to be valid,
should have confidence that the complaints will be appropriately addressed and that a reasonable effort will
be made to resolve the complaints. Effective responsiveness to complaints is an important means of
protection for the certification body, its clients and other users of certification against errors, omissions or
unreasonable behaviour. Confidence in certification activities is safeguarded when complaints are processed

appropriately.

© 1SO 2011 — All rights reserved
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compla

5 G

5.1

5.1.1
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An appropriate balance between the principles of openness and confidentiality, including responsiveness to

ints, is necessary in order to demonstrate integrity and credibility to all users of certification.

eneral requirements

Legal and contractual matters

Legal responsibility

The certification body shall be a legal entity, or a defined part of a legal entity, such that it can be held legally

respori
the ba

5.1.2

The cs
its clie
certific
certific

5.1.3

The ¢
certific
of cert

5.2

5.2.1

certifig
import
intereg

5.2.2
arising
does n

Sible Tor all IS certification activities. A governmental certification body 1S deemed 10 be a
5is of its governmental status.

Certification agreement

rtification body shall have a legally enforceable agreement for the provision-of certificati
nt. In addition, where there are multiple offices of a certification body ormultiple sites
ation body shall ensure there is a legally enforceable agreement between the certification
ation and issuing a certificate, and all the sites covered by the scopetof the certification.

Responsibility for certification decisions

priification body shall be responsible for, and shalf/retain authority for, its decisio
ation, including the granting, maintaining, renewing;, 'extending, reducing, suspending ar]
fication.

Management of impartiality

The certification body shall have top_fmianagement commitment to impartiality in manag

legal entity on

bn activities to
bf a client, the
body granting

ns relating to
d withdrawing

ement system

ation activities. The certification body~shall have a publicly accessible statement that it upderstands the

ance of impartiality in carrying out its management system certification activities, mana
t and ensures the objectivity of,its' management system certification activities.

The certification body shall identify, analyse and document the possibilities for confl
from provision of certification including any conflicts arising from its relationships. Havin
ot necessarily presentia certification body with a conflict of interest. However, if any relati

a threat to impartiality,-the/certification body shall document and be able to demonstrate how i

minimi
demor
from w

NOTE
manag

zes such threats? This information shall be made available to the committee specifig

ges conflict of

ct of interests
j relationships
bnship creates
t eliminates or
d in 6.2. The

stration shall.cover all potential sources of conflict of interests that are identified, whether they arise

ithin the eeftification body or from the activities of other persons, bodies or organizations.

A relationship that threatens the impartiality of the certification body can be based on ownersh

ip, governance,

bment; personnel, shared resources, finances, contracts, marketing and payment of a sales com

induce

ent for the referral of new clients, etc

||nission or other

5.2.3 When a relationship poses an unacceptable threat to impartiality (such as a wholly owned subsidiary
of the certification body requesting certification from its parent), then certification shall not be provided.

NOTE

See Note to 5.2.2.

5.2.4 A certification body shall not certify another certification body for its management system certification
activities.

NOTE

See Note to0 5.2.2.

5.2.5 The certification body and any part of the same legal entity shall not offer or provide management
system consultancy. This also applies to that part of government identified as the certification body.

© 1SO 2011 — All rights reserved
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5.2.6 The certification body and any part of the same legal entity shall not offer or provide internal audits to
its certified clients. The certification body shall not certify a management system on which it provided internal
audits within two years following the end of the internal audits. This also applies to that part of government
identified as the certification body.

NOTE See Note to 5.2.2.

5.2.7 The certification body shall not certify a management system on which a client has received

management system consultancy or internal audits, where the relationship between the consultancy
organization and the certification body poses an unacceptable threat to the impartiality of the certification

body.

NOTE1  Allo
one way of redd

NOTE 2  Ses
5.28 Thec
as this poses
to individuals

5.29 The ¢
organization th
inappropriate
easier, faster
that certificatig
used.

5.210 To en

consultancy, including those acting in a managerial capacity; shall not be used by the certification body

part in an aud
towards the cl

5.2.11 The c
actions of othd

5.2.12 All ce
certification a
compromise irf

5.2.13 Certifi
them that may
this informatio
organizations
demonstrate t

wing a minimum period of two years to elapse following the end of the management system consul
cing the threat to impartiality to an acceptable level.

Note to 5.2.2.

priification body shall not outsource audits to a management system consultancy organi
BN unacceptable threat to the impartiality of the certification body (see 7:5)» This does no
tontracted as auditors covered in 7.3.

ertification body's activities shall not be marketed or offered as-linked with the activities
at provides management system consultancy. The certificatioh-body shall take action to
Claims by any consultancy organization stating or implying that certification would be s
br less expensive if the certification body were used. A ceftification body shall not state o
n would be simpler, easier, faster or less expensive if-a$pecified consultancy organizatio

sure that there is no conflict of interests, persennel who have provided management s

t or other certification activities if they have been involved in management system cons
ent in question within two years following‘the end of the consultancy.

r persons, bodies or organizations.

tification body personnel, either internal or external, or committees, who could influen
Ctivities, shall act impartially and shall not allow commercial, financial or other pressu
npartiality.

cation bodies shall require personnel, internal and external, to reveal any situation kn
present them-or the certification body with a conflict of interests. Certification bodies sh
N as inputt6 identifying threats to impartiality raised by the activities of such personnel or
that employ them, and shall not use such personnel, internal or external, unless thg
nat there is no conflict of interests.

ancy is

zation,
t apply

of an
correct
mpler,
r imply
n were

bystem
fo take
Iltancy

ertification body shall take action-to respond to any threats to its impartiality arising from the

ce the
res to

bwn to
all use
by the
by can

5.3 Liability and financing

5.3.1

The certification body shall be able to demonstrate that it has evaluated the risks arising from its

certification activities and that it has adequate arrangements (e.g. insurance or reserves) to cover liabilities
arising from its operations in each of its fields of activities and the geographic areas in which it operates.

5.3.2 The certification body shall evaluate its finances and sources of income and demonstrate to the
committee specified in 6.2 that initially, and on an ongoing basis, commercial, financial or other pressures do
not compromise its impartiality.
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6 Structural requirements

6.1 Organizational structure and top management

6.1.1 The certification body shall document its organizational structure, showing duties, responsibilities and
authorities of management and other certification personnel and any committees. When the certification body
is a defined part of a legal entity, the structure shall include the line of authority and the relationship to other
parts within the same legal entity.

6.1.2 The certification body shall identify the top management (board, group of persons, or person) having
overall authority and responsibility for each of the following:

a) development of policies relating to the operation of the body;

b) sypervision of the implementation of the policies and procedures;

c) sypervision of the finances of the body;

d) development of management system certification services and schemes;
e) performance of audits and certification, and responsiveness to complaints;
f)  decisions on certification;

g) deglegation of authority to committees or individuals, as tequired, to undertake defined gctivities on its
be¢half;

h) cantractual arrangements;
i) provision of adequate resources for certification activities.

6.1.3 | The certification body shall have formal rules for the appointment, terms of reference and operation of
any cgmmittees that are involved in the eertification activities.

6.2 Committee for safeguarding impartiality

6.2.1 | The structure of the ‘certification body shall safeguard the impartiality of the adtivities of the
certification body and shalkprovide for a committee to

a) agsist in developing the policies relating to impartiality of its certification activities,

b) cqunteract.any tendency on the part of a certification body to allow commercial or other considerations to
prevent-the consistent objective provision of certification activities,

c) advis€ on matters affecting confidence in certification, including openness and public perception, and

d) conduct a review, at least once annually, of the impartiality of the audit, certification and decision-making
processes of the certification body.

Other tasks or duties may be assigned to the committee provided these additional tasks or duties do not
compromise its essential role of ensuring impartiality.

6.2.2 The composition, terms of reference, duties, authorities, competence of members and responsibilities
of this committee shall be formally documented and authorized by the top management of the certification
body to ensure

a) representation of a balance of interests such that no single interest predominates (internal or external
personnel of the certification body are considered to be a single interest, and shall not predominate),
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access to all the information necessary to enable it to fulfil its functions (see also 5.2.2 and 5.3.2), and

that if the top management of the certification body does not respect the advice of this committee, the

committee shall have the right to take independent action (e.g. informing authorities, accreditation bodies,
stakeholders). In taking independent action, committees shall respect the confidentiality requirements of

b)
c)

8.5 relatin
6.2.3

g to the client and certification body.

Although this committee cannot represent every interest, a certification body should identify and invite

key interests. Such interests may include: clients of the certification body, customers of organizations whose
management systems are certified, representatives of industry trade associations, representatives of
governmental regulatory bodies or other governmental services, or representatives of non-governmental

organizations,

including consumer organizations.

7 Resour

7.1 Compe

711

The certificatig
the types of m

It shall detern
scheme), and

It shall determ|

7.1.2 Detern

The certificatid
involved in th
determined wi
each technica
documented d
tasks to be f
certification bq
established fo

shall be appligd.

NOTE The
considered. For
management sy

General considerations

Ce requirements

tence of management and personnel

n body shall have processes to ensure that personnel have appropriate knowledge rele
Aanagement systems and geographic areas in which it operates:

ine the competence required for each technical area(as-relevant for the specific certif
for each function in the certification activity.

nination of competence criteria
n body shall have a documented process for determining the competence criteria for per

th regard to the requirements ofseach type of management system standard or specificat
area, and for each function jin:the certification process. The output of the process shall
riteria of required knowledgeand skills necessary to effectively perform audit and certi
Jifilled to achieve the jntended results. Annex A specifies the knowledge and skills
dy shall define for specific functions. Where additional specific competence criteria hav
[ a specific certification scheme, e.g. ISO/TS 22003 (Food safety management systems)

o

term 'technical area' can be applied differently depending on the management system standar
any management system, the term is related to products and processes in the context of the scop
stem_standard. The technical areas can be defined by a specific certification scheme (e.g. ISO/TS

or can be dete

"

management systems are as follows:

ined.by the certification body. Examples of the application of the term 'technical area' for different t

ne the means for the demonstration of competenge prior to carrying out specific functionsg.

vant to

ication

sonnel

e management and performance™~of audits and certification. Competence criteria shall be

on, for
be the
ication
that a
e been
these

i being
b of the
2003);
ypes of

For a quality management system standard, the term “technical area” is related to the processes needed to fulfil

customer expectations and applicable statutory and regulatory requirements for the organization's products and

services.

For an environmental management system standard, the term “technical area” is related to the categories of

activities, products and services related to the environmental aspects affecting air, water, land, natural resources,
flora, fauna and humans.

context of security risk of supplies, such as transportation, storage, and information.

For a supply chain security management system standard, the term “technical area” is related to processes in the
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For an information security management system standard, the term “technical area” is related, among others, to the
categories of information security technologies and practices, information and communication technology and
business activities related to the selection of adequate and proportionate security controls that protect information
assets.

7.1.3 Evaluation processes

The certification body shall have documented processes for the initial competence evaluation, and on-going
monitoring of competence and performance of all personnel involved in the management and performance of
audits and certification, applying the determined competence criteria. The certification body shall demonstrate
that its evaluation methods are effective. The output from these processes shall be to identify personnel who

have

emonstrated the level of competence required for the different functions of the audit a

d certification

proceg

NOTE

714

7.1.4.1
body ¢
directly

7.1.4.2
directly
which

persor]

7.2

7.21
compsg

7.2.2
team

S.

A number of evaluation methods that can be used to evaluate knowledge and skills aré descrif

Other considerations
In determining the competence requirements for its personnel performing certification, t
hall address the functions undertaken by management and administtative personnel in ag
performing audit and certification activities.

The certification body shall have access to the necessary technical expertise for adv

the certification body operates. Such advice may_be provided externally or by cer
nel.

Personnel involved in the certification activities

The certification body shall have, as“part of its own organization, personnel h

The certification body shall employ, or have access to, a sufficient number of auditors,
eaders, and technical experts to cover all of its activities and to handle the volume

perforimed.

7.2.3
author

7.2.4
audito
of an 4

The certification body shall make clear to each person concerned their duties, respd
ties.

The certification body shall have defined processes for selecting, training, forma
s and for selecting technical experts used in the certification activity. The initial compete
uditor shalihinclude the ability to apply required knowledge and skills during audits, as de

ed in Annex B.

he certification
dition to those

ce on matters

relating to certification for technical areas, types of management system and geographic areas in

tification body

ing sufficient

a
tence for managing the type and range-af audit programmes and other certification work FL/erformed.

ncluding audit
of audit work

nsibilities and

ly authorizing
nce evaluation
termined by a

compsgtent evaluator observing the auditor conducting an audit.
NOTE During the selection and training process described above desired personal behaviours can| be considered.
These are characterstics thataffectan mndividuat's abitity to perform specific functions. T herefore, knowledge about the
behaviours of individuals enables a certification body to take advantage of their strengths and to minimize the impact of
their weaknesses. Desired personal behaviours that are important for personnel involved in certification activities are
described in Annex D.

7.2.5 The certification body shall have a process to achieve and demonstrate effective auditing, including
the use of auditors and audit team leaders possessing generic auditing skills and knowledge, as well as skills
and knowledge appropriate for auditing in specific technical areas.

7.2.6 The certification body shall ensure that auditors (and, where needed, technical experts) are
knowledgeable of its audit processes, certification requirements and other relevant requirements. The
certification body shall give auditors and technical experts access to an up-to-date set of documented
procedures giving audit instructions and all relevant information on the certification activities.
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7.2.7 The certification body shall use auditors and technical experts only for those certification activities
where they have demonstrated competence.

NOTE Assignment of auditors and technical experts to teams for specific audits is addressed in 9.1.3.

7.2.8 The certification body shall identify training needs and shall offer or provide access to specific training

to ensure its auditors, technical experts and other personnel involved in certification activities are competent
for the functions they perform.

7.29 The group or individual that takes the decision on granting, maintaining, renewing, extending,
reducing, suspending or withdrawing certification shall understand the applicable standard and certification
requirements, and shall have demonstrated competence to evaluate the audit processes and related

recommendations of the audit team.
7.2.10 The certification body shall ensure the satisfactory performance of all personnel involved.in the audit
and certificatjon activities. There shall be documented procedures and criteria for monitoring and

measurement
of risk linked t
in the light of t

7.211 The

observation, |
documented r
normal proces

of the performance of all persons involved, based on the frequency of their usage and th
b their activities. In particular, the certification body shall review the competence of its per
heir performance in order to identify training needs.

Jocumented monitoring procedures for auditors shall include’& combination of
bview of audit reports and feedback from clients or from the (market and shall be def
bquirements. This monitoring shall be designed in such a way-as to minimize disturbancg
ses of certification, especially from the client's viewpoint.

e level
sonnel

bn-site
ned in
to the

7.2.12 The qertification body shall periodically observe the performance of each auditor on-sit¢. The
frequency of |on-site observations shall be based on need det€rmined from all monitoring information
available.

7.3 Use ofjindividual external auditors and external technical experts

The certificati
agreement by
the certificatio
from commergd
notify the certi
audit.

NOTE Usg
described unde

7.4 Person

The certificati

pn body shall require external auditors and external technical experts to have a

which they commit themselves to comply with applicable policies and procedures as defi
N body. The agreement shall address aspects relating to confidentiality and to indeper
ial and other interests, and shall require the external auditors and external technical exp
fication body of any existing or prior association with any organization they may be assig

of individual auditorsyand technical experts under such agreements does not constitute outsour
7.5.

nel records

bn body- shall maintain up-to-date personnel records, including relevant qualifications, tn

experience, af

been provided-

|l|at|ons professmnal status, competence and any relevant consultancy services that ma

written
ned by
dence
erts to
ned to

cing as

Qining,
y have

certification activities.

7.5 Outsourcing

7.5.1

Drming

The certification body shall have a process in which it describes the conditions under which

outsourcing (which is subcontracting to another organization to provide part of the certification activities on
behalf of the certification body) may take place. The certification body shall have a legally enforceable
agreement covering the arrangements, including confidentiality and conflict of interests, with each body that
provides outsourced services.

NOTE 1 This can include outsourcing to other certification bodies. Use of auditors and technical experts under contract
is addressed in 7.3.
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For the purposes of this International Standard, the terms “outsourcing” and “subcontracting”

to be synonyms.

7.5.2

Decisions for granting, maintaining, renewing, extending, reducing, suspending o

certification shall never be outsourced.

7.5.3
a)

b)

The certification body shall

take responsibility for all activities outsourced to another body,

are considered

r withdrawing

ensure that the body that provides outsourced services, and the individuals that it uses, conform to

requirements of the certification body and also to the applicable provisions of this International Standard,

in
er
ei
in

c)

7.5.4
bodieg
comps

8 In

8.1

8.1.1

inform
renew
manag

8.1.2
shall b

8.1.3

suspended or withdrawn.

8.1.4
given

NOTE

both), @ system\ensuring traceability and absence of ambiguity between the sources can be implemen

FTuding competence, impartiality and confidentiality, and
sure that the body that provides outsourced services, and the individuals that it uses, i
her directly or through any other employer, with an organization to be audited,”in su
partiality could be compromised.

The certification body shall have documented procedures for the qualification and m

that provide outsourced services used for certification activities, and shall ensure that
tence of auditors and technical experts are maintained.

formation requirements

Publicly accessible information

The certification body shall maintain and‘make publicly accessible, or provide
htion describing its audit processes and ceftification processes for granting, maintaini
ng, reducing, suspending or withdrawing. certification, and about the certification activ
ement systems and geographical areastin which it operates.

Information provided by the certification body to any client or to the marketplace, includi
e accurate and not misleading.

The certification body( shall make publicly accessible information about certifica

certification.

If the-total information is split between several sources (e.g. in printed or electronic form or g

5 not involved,
ch a way that

bnitoring of all
records of the

Upon request,
hg, extending,
ities, types of

ng advertising,

ions granted,

On request from.any party, the certification body shall provide the means to confirm the validity of a

combination of
ed (e.g. unique

e.g. for security

numbefing system, or hyperlinks on Internet).
NOTE In nvr‘npfinnnl cases,access to certain information can be limited on the rnqunct of the client
reasons).

8.2 Certification documents

8.2.1

The certification body shall provide certification documents to the certified client by

chooses.

any means it

8.2.2 The effective date on a certification document shall not be before the date of the certification decision.

8.2.3

a)

The certification document(s) shall identify the following:

the name and geographic location of each client whose management system is certified (or the

geographic location of the headquarters and any sites within the scope of a multi-site certification);
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of granting, extending or renewing certification;

the expiry date or recertification due date consistent with the recertification cycle;

dentification code;

the certified client;

b) the dates
c)
d) auniquei
e)
f)
site;
g) the name
may be u
h) any other
i) inthe eve
from any
8.3 Directd

The certificatiq
chooses, a d
document, scq
location of the

NOTE The
8.4 Refere
8.4.1

This shall ass
in the mark or
certification. T
other way that
NOTE I1ISO

8.4.2 Acert
reports, as su

A cerfffication body shall have a policy governing any mark that it authorizes certified clients

the standard and/or other normative document, including issue number and/or revision, used for audit of

the scope of certification with respect to product (including service), process, etc., as applicable at each

address and certification mark of the certification body; other marks (e.g. accreditation.s
bed provided they are not misleading or ambiguous;

information required by the standard and/or other normative document used for. certificati

nt of issuing any revised certification documents, a means to distinguish the-revised doct
prior obsolete documents.

ry of certified clients

n body shall maintain and make publicly accessible, or provide upon request, by any m
rectory of valid certifications that as a minimum shall Ghow the name, relevant nor
pe and geographical location (e.g. city and country) for’each certified client (or the geog
headquarters and any sites within the scope of a multi-site certification).

directory remains the sole property of the certification body.

nce to certification and use of marks

ire, among other things, traceability back to the certification body. There shall be no am

his mark shall not be used:onya product or product packaging seen by the consumer or
may be interpreted as denoting product conformity.

IEC 17030 provides reguirements for use of third-party marks.

h reports aré:déemed to be products in this context.

rtificationbody shall require that the client organization

ymbol)

bN;

ments

eans it
mative
raphic

0 use.
biguity,

accompanying text, as to what has been certified and which certification body has granfed the

in any

fication body shall not permit its marks to be applied to laboratory test, calibration or inspection

ta the requirements of the certification body when making reference to its certification st

atus in

dlion medla such as the Internet, prochures or aavertsing, or otner aocuments,

does not make or permit any misleading statement regarding its certification,

contains a reference to certification, as directed by the certification body (see 9.6.3 and 9.6.6),

Il advertising matter when the scope of certification has been reduced,

the certification body certifies a product (including service) or process,

8.4.3 The cq

a) conforms
communi

b)

c)

d)

e) amends a

f)

12

does not use or permit the use of a certification document or any part thereof in a misleading manner,

upon suspension or withdrawal of its certification, discontinues its use of all advertising matter that

does not allow reference to its management system certification to be used in such a way as to imply that
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g) does not imply that the certification applies to activities that are outside the scope of certification, and

h)

system into disrepute and lose public trust.

does not use its certification in such a manner that would bring the certification body and/or certification

8.4.4 The certification body shall exercise proper control of ownership and shall take action to deal with
incorrect references to certification status or misleading use of certification documents, marks or audit reports.

NOTE
publica

8.5

8.5.1

to safd
activiti
behalf

8.5.2
public
be con

8.5.3

shall n
the cq
individ

8.5.4
treateq

8.5.5
acting

Such action could include requests for correction and corrective action, suspension, withdrawal of certification,

tion of the transgression and, if necessary, legal action.

Confidentiality

The certification body shall, through legally enforceable agreements, have a policy.and
guard the confidentiality of the information obtained or created during the performance
bs at all levels of its structure, including committees and external bodies orindividuals

The certification body shall inform the client, in advance, of the information it intends
domain. All other information, except for information that is made publicly accessible by {
sidered confidential.

Except as required in this International Standard, information about a particular clien
ot be disclosed to a third party without the written consent-of the client or individual con
rtification body is required by law to release confidential information to a third party
ual concerned shall, unless regulated by law, be notified in advance of the information prg

Information about the client from sources other than the client (e.g. complainant, regul
as confidential, consistent with the certification*body's policy.

Personnel, including any committee members, contractors, personnel of external bodieg
on the certification body's behalf, shall;keep confidential all information obtained or crea

performance of the certification body's activities.

8.5.6

The certification body shall*have available and use equipment and facilities that ensu

handling of confidential information\(€.g. documents, records).

8.5.7
group

8.6
8.6.1
The cs

a)

When confidential_ifrformation is made available to other bodies (e.g. accreditation bo
Of a peer assessmentscheme), the certification body shall inform its client of this action.

nformation.exchange between a certification body and its clients

Information on the certification activity and requirements

arrangements
of certification
5 acting on its

o place in the
he client, shall

t or individual
erned. Where

the client or
vided.

ators) shall be

or individuals
ted during the

re the secure

dy, agreement

rtification body shall provide and update clients on the following:

a detailed description of the initial and continuing certification activity, including the application, initial

audits, surveillance audits, and the process for granting, maintaining, reducing, extending, suspending,

Wi
b) th
c)
©I1S0 2

thdrawing certification and recertification;

e normative requirements for certification;

information about the fees for application, initial certification and continuing certification;
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the certification body's requirements for prospective clients to

comply with certification requirements,

make all necessary arrangements for the conduct of the audits, including provision for examining

documentation and the access to all processes and areas, records and personnel for the purposes of

certification, surveillance, recertification and resolution of complaints, and

auditors or trainee auditors);

make provisions, where applicable, to accommodate the presence of observers (e.g. accreditation

documents describing the rights and duties of certified clients, including requirements, when making

d)
1)
2)
initial
3)
e)
reference
f) informatio
8.6.2 Notice

The certificati
certification. T

NOTE Con
requirements. A
changes, as far

8.6.3 Noticq of changes by a client

The certificati
the certificatio
continue to fu

relating to

a) thelegal,
b) organizat
c)

d) scope of
€) major chg
NOTE A

contact agldress and sites,

to its certification in communication of any kind in line with the requirements in 8.4;

h on procedures for handling complaints and appeals.

of changes by a certification body

bn body shall give its certified clients due notice of any changes to' its requireme
ne certification body shall verify that each certified client complies withthe new requireme

tractual arrangements with certified clients could be necessary to._ensure implementation o
model of a license agreement for the use of certification, including’ the aspects related to a n
as applicable, is found in Annex E of ISO/IEC Guide 28:2004.

bn body shall have legally enforceable arrangements to ensure that the certified client i
h body, without delay, of matters that may affect the capability of the management sys
fil the requirements of the standard used.for certification. These include, for example, ch

commercial, organizational status or-ownership,

on and management (e.g. key managerial, decision-making or technical staff),

bperations under the)certified management system, and

nges to the management system and processes.

hts for
nts.

[ these
btice of

hforms
tem to
anges

odel of license agreement for the use of certification, including the aspects related to a notice of changes,
as far as applicable, is found in Annex E of ISO/IEC Guide 28:2004.

9 Process requirements

9.1

General requirements

9.1.1 Audit programme

9.1.1.1 An audit programme for the full certification cycle shall be developed to clearly identify the audit
activity(ies) required to demonstrate that the client's management system fulfils the requirements for

certification to

the selected standard(s) or other normative document(s).

9.1.1.2 The audit programme shall include a two-stage initial audit, surveillance audits in the first and second
years, and a recertification audit in the third year prior to expiration of certification. The three-year certification

14
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cycle begins with the certification or recertification decision. The determination of the audit programme and
any subsequent adjustments shall consider the size of the client organization, the scope and complexity of its
management system, products and processes as well as demonstrated level of management system
effectiveness and the results of any previous audits.

NOTE 1 Annex E is a flowchart of a typical third-party audit and certification process.
NOTE 2  Annex F lists additional items that can be considered when developing or revising an audit programme.
9.1.1.3 Where a certification body is taking account of certification or other audits already granted to the

client, it shall collect sufficient, verifiable information to justify and record any adjustments to the audit
programme.

9.1.2 | Audit plan

9.1.21 General
The certification body shall ensure that an audit plan is established for each\audit identified in the audit

programme to provide the basis for agreement regarding the conduct and, scheduling of the qudit activities.
This apdit plan shall be based on documented requirements of the certification body.

9.1.2.2 Determining audit objectives, scope and criteria

9.1.2.2.1 The audit objectives shall be determined by the ceftification body. The audit scogde and criteria,
includihg any changes, shall be established by the certificatienbody after discussion with the cli¢nt.

9.1.2.2.2 The audit objectives shall describe what is\to be accomplished by the audit and shall include the
followipg:

a) determination of the conformity of the client's.management system, or parts of it, with audit ¢riteria;

b) evaluation of the ability of the management system to ensure the client organization meets applicable
statutory, regulatory and contractuakrequirements;

NOTE A management system certification audit is not a legal compliance audit.

c) evpluation of the effectiveness of the management system to ensure the client organization is continually
meeting its specified objectives;

d) as|applicable, identification of areas for potential improvement of the management system.

9.1.2.2.3 The-audit scope shall describe the extent and boundaries of the audit, such as physical locations,
organizational:units, activities and processes to be audited. Where the initial or re-certifigation process
consists of more than one audit (e.g. covering different locations), the scope of an individual jaudit may not
cover thedull certification scope, but the totality of audits shall be consistent with the scope in the certification
document:

NOTE Annex F lists additional items that can be considered when preparing or revising the audit scope.

9.1.2.2.4 The audit criteria shall be used as a reference against which conformity is determined, and shall
include:

— the requirements of a defined normative document on management systems;

— the defined processes and documentation of the management system developed by the client.
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9.1.2.3 Preparing the audit plan

The audit plan shall be appropriate to the objectives and the scope of the audit. The audit plan shall at least
include or refer to the following:

a) the audit objectives;
b) the audit criteria;

c) the audit scope, including identification of the organizational and functional units or processes to be
audited;

d) the dates|and sites where the on-site audit activities are to be conducted, including visits to tenporary
sites, as appropriate;

e) the expected time and duration of on-site audit activities;
f) the roles gnd responsibilities of the audit team members and accompanying persons!
NOTE 1  Thdgaudit plan information can be contained in more than one document.

NOTE 2  Annex F lists additional items that can be considered when preparing or revising the audit plan.

9.1.3 Audit feam selection and assignments
9.1.3.1 The certification body shall have a process for selecting and appointing the audit team, in¢luding
the audit team leader, taking into account the competence needéd to achieve the objectives of the qudit. If
there is only gne auditor, the auditor shall have the competence-to perform the duties of an audit team|leader
applicable for that audit.
9.1.3.2 In defiding the size and composition of the auditteam, consideration shall be given to the folloying:
a) audit objectives, scope, criteria and estimated-time of the audit;

b) whether the audit is a combined, integrated or joint audit;

c) the overall competence of the audit'ttam needed to achieve the objectives of the audit;

d) certificatign requirements (including any applicable statutory, regulatory or contractual requirements);
e) languageland culture;

f)  whether the members of the audit team have previously audited the client's management system.

9.1.3.3 The ecessary knowledge and skills of the audlt team leader and audltors may be supplemerted by
technical expas pterpreters Where
translators or interpreters are used, they are to be selected such that they do not unduly mfluence the aud|t

NOTE The criteria for the selection of technical experts are determined on a case-by-case basis by the needs of the
audit team and the scope of the audit.

9.1.3.4 Auditors-in-training may be included in the audit team as participants, provided an auditor is

appointed as an evaluator. The evaluator shall be competent to take over the duties and have final
responsibility for the activities and findings of the auditor-in-training.
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9.1.3.5 The audit team leader, in consultation with the audit team, shall assign to each team member
responsibility for auditing specific processes, functions, sites, areas or activities. Such assignments shall take
into account the need for competence, and the effective and efficient use of the audit team, as well as different
roles and responsibilities of auditors, auditors-in-training and technical experts. Changes to the work
assignments may be made as the audit progresses to ensure achievement of the audit objectives.

9.1.4 Determining audit time

9.1.4.1 The certification body shall have documented procedures for determining audit time, and for each
client the certification body shall determine the time needed to plan and accomplish a complete and effective
audit of the client's management system. The audit time determined by the certification body, and the
justification for the determination, shall be recorded. In determining the audit time, the certification body shall
consider, among other things, the following aspects:

a) the requirements of the relevant management system standard;

b) size and complexity;

c) tephnological and regulatory context;

d) any outsourcing of any activities included in the scope of the managemeént system;
e) the results of any prior audits;

f)  nymber of sites and multi-site considerations;

g) the risks associated with the products, processes or.activities of the organization;
h) when audits are combined, joint or integrated.

Wherg specific criteria have been established for a specific certification scheme, e.g. ISQ/TS 22003 or
ISO/IE[C 270086, these shall be applied.

9.1.4.2 The time spent by any team member that is not assigned as an auditor (i.e. teclpnical experts,
translgtors, interpreters, observers and auditors-in-training) shall not count in the above established audit time.

NOTE The use of translators, interpreters can necessitate additional audit time.

9.1.5 | Multi-site sampling

Wherg multi-site sampling is utilized for the audit of a client's management system covering the same activity
in varipus locatiens, the certification body shall develop a sampling programme to ensure proper audit of the
management system. The rationale for the sampling plan shall be documented for each client.

9.1.6 | Communication of audit team tasks

The tasks given to the audit team shall be defined and shall be made known to the client organization, and
shall require the audit team to

a) examine and verify the structure, policies, processes, procedures, records and related documents of the
client organization relevant to the management system,

b) determine that these meet all the requirements relevant to the intended scope of certification,

c) determine that the processes and procedures are established, implemented and maintained effectively, to
provide a basis for confidence in the client's management system, and

© 1SO 2011 — Al rights reserved 17


https://iecnorm.com/api/?name=0660d3c0149604c5ee758635efe10f52

ISO/IEC 17021:2011(E)

d)

communicate to the client, for its action, any inconsistencies between the client's policy, objectives and

targets (consistent with the expectations in the relevant management system standard or other normative
document) and the results.

9.1.7 Communication concerning audit team members

The certification body shall provide the name of and, when requested, make available background information
on each member of the audit team, with sufficient time for the client organization to object to the appointment
of any particular auditor or technical expert and for the certification body to reconstitute the team in response
to any valid objection.

9.1.8 Comm

The audit plarn
client organizg

9.1.9 Cond(

9.1.9.1

The certificati
opening meeti

NOTE In &
that contain(s) i

9.1.9.2

A formal oper
and, where aj
opening meeti
of how the au
shall be consis

i eation-ofatditel

shall be communicated and the dates of the audit shall be agreed upon, in advance; W
tion.

cting on-site audits

General

bn body shall have a process for conducting on-site audits.( This process shall incly
hg at the start of the audit and a closing meeting at the conclusion of the audit.

ddition to visiting physical location(s) (e.g. factory), “on-site” can include remote access to electroni
hformation that is relevant to the audit of the management system.

Conducting the opening meeting

ing meeting, where attendance shall be recorded, shall be held with the client's manag
propriate, those responsible for the fungtions or processes to be audited. The purpose
ng, which shall usually be conducted by the audit team leader, is to provide a short expl3
dit activities will be undertaken and-shall include the following elements. The degree o
tent with the familiarity of the client with the audit process:

bn of the participants, including an outline of their roles;

on of the scope of certification;

on of the audit plan (including type and scope of audit, objectives and criteria), any ch
relevant arrangements with the client, such as the date and time for the closing meeting,

between the-audit team and the client's management;

on of-farmal communication channels between the audit team and the client;

ith the

de an

site(s)

ement
of the
nation
F detail

anges,
nterim

nthat the resources and facilities needed by the audit team are available:
on of matters relating to confidentiality;
on of relevant work safety, emergency and security procedures for the audit team;

on of the availability, roles and identities of any guides and observers;

the method of reporting, including any grading of audit findings;

information about the conditions under which the audit may be prematurely terminated;

confirmation that the audit team leader and audit team representing the certification body is responsible

for the audit and shall be in control of executing the audit plan including audit activities and audit trails;

a) introducti

b) confirmat

c) confirmat
and other
meetings

d) confirmat

e) confirmat

f)  confirmati

g) confirmati

h) confirmati

i)

j)

k)
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confirmation of the status of findings of the previous review or audit, if applicable;

m) methods and procedures to be used to conduct the audit based on sampling;

n) confirmation of the language to be used during the audit;

0) confirmation that, during the audit, the client will be kept informed of audit progress and any concerns;

p) opportunity for the client to ask questions.

9.1.9.3 Communication during the audit

9.1.9.3.1 During the audit, the audit team shall periodically assess audit progresshand exchange
information. The audit team leader shall reassign work as needed between the audit team [members and
period|cally communicate the progress of the audit and any concerns to the client.

9.1.9.3.2 Where the available audit evidence indicates that the audit objectives are upattainable or
suggests the presence of an immediate and significant risk (e.g. safety), the audit,.team leader shall report this
to the Elient and, if possible, to the certification body to determine appropriate action. Such actign may include
reconfirmation or modification of the audit plan, changes to the audit objectives or audit scope,|or termination
of the audit. The audit team leader shall report the outcome of the action‘\taken to the certification body.
9.1.9.3.3 The audit team leader shall review with the client any need for changes to the audjt scope which

beconles apparent as on-site auditing activities progress and report this to the certification body
9.1.9.4

9.1.9.41

The presence and justification of observers during an audit activity shall be agreed to by the ce
and cl
interfefe in the audit process or outcome of\the audit.

NOTE
regulatprs or other justified persons.

Observers and guides

Observers

ent prior to the conduct of the audit.-The audit team shall ensure that observers do n

Observers can be members.of the client's organization, consultants, witnessing accreditation

tification body
bt influence or

body personnel,

eader and the
re that guides

9.1.9.4.2 Guides

Each auditor shall be accompanied by a guide, unless otherwise agreed to by the audit team

client. [Guide(s) are assigned to the audit team to facilitate the audit. The audit team shall ensy

do not|influence etinterfere in the audit process or outcome of the audit.

NOTE The-responsibilities of a guide can include:

a) edtablishing contacts and timing for interviews;

b) arranging visits to specific parts of the site or organization;

c) ensuring that rules concerning site safety and security procedures are known and respected by
members;

d) witnessing the audit on behalf of the client;

e) providing clarification or information as requested by an auditor.
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9.1.9.5 Collecting and verifying information

9.1.9.51  During the audit, information relevant to the audit objectives, scope and criteria (including
information relating to interfaces between functions, activities and processes) shall be collected by appropriate
sampling and verified to become audit evidence.

9.1.9.5.2 Methods to collect information shall include, but are not limited to:

a) interviews;

b) observation of processes and activities;

c) review of documentation and records.

9.1.9.6 Identifying and recording audit findings

9.1.9.6.1  Aupdit findings summarizing conformity and detailing nonconformity and its|supporting audit
evidence shall be recorded and reported to enable an informed certification decision t0 be made |or the
certification to|be maintained.

9.1.9.6.2 Opportunities for improvement may be identified and recorded; vUnless prohibited by the
requirements [of a management system certification scheme. Audit . findings, however, whigh are
nonconformitigs in accordance with 9.1.15 b) and c¢) shall not be recorded as opportunities for improvemnent.

9.1.9.6.3  Alfinding of nonconformity shall be recorded against a specific requirement of the audit griteria,
contain a clegr statement of the nonconformity and identify in detail the objective evidence on which the
nonconformity| is based. Nonconformities shall be discussed with the client to ensure that the evidgnce is
accurate and that the nonconformities are understood. The auditor however shall refrain from suggest|ng the
cause of noncpnformities or their solution.

NOTE Norjconformities, consistent with the requirements”of 9.1.15 b), can be classified as major, whereas other
nonconformitieq [9.1.15 ¢)] can be classified as minor nangonformities.

9.1.9.6.4 The audit team leader shall attempftto resolve any diverging opinions between the audit tegm and
the client congerning audit evidence or findings, and unresolved points shall be recorded.

9.1.9.7 Preparing audit conclusions
Prior to the clgsing meeting, the @udit team shall:

a) review the audit findings; and any other appropriate information collected during the audit, against the
audit objdctives;

b) agree upgn the-audit conclusions, taking into account the uncertainty inherent in the audit process;

c) identify anynécessary follow-up actions;

d) confirm the appropriateness of the audit programme or identify any modification required (e.g. scope,
audit time or dates, surveillance frequency, competence).

9.1.9.8 Conducting the closing meeting

9.1.9.8.1 A formal closing meeting, where attendance shall be recorded, shall be held with the client's
management and, where appropriate, those responsible for the functions or processes audited. The purpose
of the closing meeting, which shall normally be conducted by the audit team leader, is to present the audit
conclusions, including the recommendation regarding certification. Any nonconformities shall be presented in
such a manner that they are understood, and the timeframe for responding shall be agreed.

NOTE “Understood” does not necessarily mean that the nonconformities have been accepted by the client.
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consistent with the familiarity of the client with the audit process:

The closing meeting shall also include the following elements. The degree of detail shall be

a) advising the client that the audit evidence collected was based on a sample of the information; thereby
introducing an element of uncertainty;

b) the method and timeframe of reporting, including any grading of audit findings;

c) the certification body's process for handling nonconformities including any consequences relating to the
status of the client's certification;

d) the timeframe for the client to present a plan for correction and corrective action for any nonconformities

id
e) th
f) in
9.1.9.9
finding
Any di
9.1.10
9.1.10
opport
be ma
9.1.10
its corf
inform
a) id
b) th
c) th
d) th
e) th

fy th
al

bntified during the audit;

o certification body's post audit activities;

ormation about the complaint handling and appeal processes.

.3 The client shall be given opportunity for questions. Any diverging.opinions regar

s or conclusions between the audit team and the client shall be discusséd and resolved W
erging opinions that are not resolved shall be recorded and referred\to the certification bg

Audit report
1 The certification body shall provide a written report for each audit. The audit tearn

unities for improvement but shall not recommend specific solutions. Ownership of the au
ntained by the certification body.

tent. The audit report shall provide an accurate, concise and clear record of the audi
bd certification decision to be made andsshall include or refer to the following:

entification of the certification body;

e name and address of the client and the client's management representative;

b type of audit (e.g. initial, surveillance or recertification audit);

e audit criteria;

e audit objectives;

e audit'scope, particularly identification of the organizational or functional units or prog
d the time of the audit;

ding the audit
here possible.
dy.

n may identify
dit report shall

2 The audit team leader shall ensure that the audit report is prepared and shall be ffesponsible for

to enable an

esses audited

9) id

niifiaotian ~Ff th o o At ¢
CT e atioTT UT 0 auurtc

h) the dates and places where the audit activities (on site or offsite) were conducted;

i) audit findings, evidence and conclusions, consistent with the requirements of the type of audit;

j) any unresolved issues, if identified.

9.1.11

Cause analysis of nonconformities

The certification body shall require the client to analyse the cause and describe the specific correction and
corrective actions taken, or planned to be taken, to eliminate detected nonconformities, within a defined time.
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9.1.12 Effectiveness of corrections and corrective actions

The certification body shall review the corrections, identified causes and corrective actions submitted by the
client to determine if these are acceptable. The certification body shall verify the effectiveness of any
correction and corrective actions taken. The evidence obtained to support the resolution of nonconformities
shall be recorded. The client shall be informed of the result of the review and verification.

NOTE

documentation provided by the client, or where necessary, through verification on-site.

9.1.13 Additional audits

The client sh4
(to be confirm
actions.

9.1.14 Certifi

The certificatiq
decisions are

9.1.15 Action
The certificatidg
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the scope

a)

b) it has re
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1)
2)

failur

a sity

its intended outpults;

it has re
nonconfo

c)

9.2 Initial

9.2.1 Appligation

Verification of effectiveness of correction and corrective action can be carried out based on a review of

Il be informed if an additional full audit, an additional limited audit, or documented eV
ed during future surveillance audits) will be needed to verify effective correction and“cor

cation decision

Hifferent from those who carried out the audits.

s prior to making a decision
n body shall confirm, prior to making a decision, that

ation provided by the audit team is sufficient with #espect to the certification requiremer
for certification;

iewed, accepted and verified the effectiveness of correction and corrective actions,
mities that represent

b to fulfil one or more requirements of\the management system standard, or

ation that raises significant doubt-about the ability of the client's management system to 3

iewed and accepted ‘the client's planned correction and corrective action for any
mities.

udit and certification

The certificati

necessary infarmation to enable it to establish the following:

n/body shall require an authorized representative of the applicant organization to prov

dence
rective

n body shall ensure that the persons or committees that make the certification or recertification

ts and

for all

chieve

other

de the

d scope of the certification;

), significant aspects of its process and operations, and any relevant legal obligations;

the general features of the applicant organization, including its name and the address(es) of its physical

general information, relevant for the field of certification applied for, concerning the applicant organization,

such as its activities, human and technical resources, functions and relationship in a larger corporation, if

a) the desire
b)
location(s
c)
any;
d)
requirements;
22
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information concerning the use of consultancy relating to the management system.

Application review

the standards or other requirements for which the applicant organization is seeking certification;

Before proceeding with the audit, the certification body shall conduct a review of the application
and supplementary information for certification to ensure that

rovided to the

brganization is

time required
into account

a) the information about the applicant organization and its management system is sufficient for the conduct
of the audit;

b) the requirements for certification are clearly defined and documented, and have been\p,
applicant organization;

c) any known difference in understanding between the certification body and the lapplicant
resolved,;

d) the certification body has the competence and ability to perform the certification activity;

e) the scope of certification sought, the location(s) of the applicant organization's operations
to|] complete audits and any other points influencing the certification activity are taken
(language, safety conditions, threats to impartiality, etc.);

f)  records of the justification for the decision to undertake the audit are maintained.

9.2.2.2 Following the review of the application, the eertification body shall either accept

application for certification. When the certification bedy,declines an application for certification

the re
client.

NOTE
the prin

9.2.2.3
inits a

9.2.2.4
neces;s
out in

with rd
may in

9.2.2.9
approf

iew of application, the reasons for declining an ‘application shall be documented and ma

When declining an application for certification, the certification body should be careful not to a
ciples set out in Clause 4.

Based on this review, the-certification body shall determine the competences it ne
udit team and for the certification decision.

The audit team. shall be appointed and composed of auditors (and technicg
bary) who, betweenthem, have the totality of the competences identified by the certificati
D.2.2.3 for the certification of the applicant organization. The selection of the team shall
ference to the designations of competence of auditors and technical experts made un
clude the dse of both internal and external human resources.

The individual(s) who will be conducting the certification decision shall be appoin
riate-competence is available (see 7.2.9).

or decline an
as a result of
He clear to the

t in conflict with

eds to include

| experts, as
bn body as set
be performed
der 7.2.5, and

ted to ensure

9.2.3

Initial certification audit

The initial certification audit of a management system shall be conducted in two stages: stage 1 and stage 2.

9.2.3.1 Stage 1 audit
9.2.3.1.1 The stage 1 audit shall be performed to
a) audit the client's management system documentation;

b)

personnel to determine the preparedness for the stage 2 audit;
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c)

f)

review the client's status and understanding regarding requirements of the standard, in particular with
respect to the identification of key performance or significant aspects, processes, objectives and
operation of the management system;

collect necessary information regarding the scope of the management system, processes and location(s)
of the client, and related statutory and regulatory aspects and compliance (e.g. quality, environmental,
legal aspects of the client's operation, associated risks, etc.);

review the allocation of resources for stage 2 audit and agree with the client on the details of the stage 2
audit;

provide a focus for planning the stage 2 audit by gaining a sufficient understanding of the client's
managenient system and site operations in the context of possible significant aspects;

evaluate [f the internal audits and management review are being planned and performed;jand that the
level of implementation of the management system substantiates that the client is ready for the gtage 2
audit.

For most manpgement systems, it is recommended that at least part of the stage 1 audit be carried ouf at the

client's premises in order to achieve the objectives stated above.

9.2.3.1.2 Stage 1 audit findings shall be documented and communicated to the client, in¢luding

identification df any areas of concern that could be classified as nonconformity)during the stage 2 audit.

9.2.3.1.3 Indetermining the interval between stage 1 and stage 2 audits, consideration shall be giver] to the
needs of the glient to resolve areas of concern identified during the€ stage 1 audit. The certification body may

also need to revise its arrangements for stage 2.

9.2.3.2 Stage 2 audit

The purpose pf the stage 2 audit is to evaluate the.mplementation, including effectiveness, of the glient's

management system. The stage 2 audit shall take:place at the site(s) of the client. It shall include at lepst the

following:

a) informatidn and evidence about conformity to all requirements of the applicable management $ystem
standard pr other normative document;

b) performance monitoring, measuring, reporting and reviewing against key performance objectives and
targets (¢onsistent with theé\expectations in the applicable management system standard oil other
normativg document);

c) the client'’s management system and performance as regards legal compliance;

d) operational control of the client's processes;

e) internal a |r1iﬁng and manngnmnnf rn\/in\Al;

f)  management responsibility for the client's policies;

g) links between the normative requirements, policy, performance objectives and targets (consistent with the
expectations in the applicable management system standard or other normative document), any
applicable legal requirements, responsibilities, competence of personnel, operations, procedures,
performance data and internal audit findings and conclusions.

9.2.4 Initial certification audit conclusions

The audit team shall analyse all information and audit evidence gathered during the stage 1 and stage 2
audits to review the audit findings and agree on the audit conclusions.

24
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Information for granting initial certification

The information provided by the audit team to the certification body for the certification decision
shall include, as a minimum,

a) the audit reports,

b) comments on the nonconformities and, where applicable, the correction and corrective actions taken by
the client,

c) confirmation of the information provided to the certification body used in the application review
(see 9.2.2), and

d) a
9.2.5.2

audit f]
audit r

9.3

9.3.1

9.3.1.1
functio

account changes to its certified client and its management system.

9.3.1.2

recommendation whether or not to grant certification, together with any conditions or.obsg

The certification body shall make the certification decision on the basis of-an ev
ndings and conclusions and any other relevant information (e.g. public information, con
eport from the client).

Burveillance activities

General

ns covered by the scope of the management system~are monitored on a regular basis

Surveillance activities shall include on-site audits assessing the certified client's

rvations.

hluation of the
hments on the

The certification body shall develop its surveillance)activities so that representafjve areas and

and take into

management

system's fulfilment of specified requirements with réspect to the standard to which the certificatjon is granted.

Other
a) e
b) re
c) re
d) ot
9.3.2

9.3.2.1

planng
that th

surveillance activities may include
quiries from the certification body to\the certified client on aspects of certification,
viewing any client's statements with respect to its operations (e.g. promotional material, W
quests to the client to provide documents and records (on paper or electronic media), and
her means of monitdring the certified client's performance.
Surveillance audit

Surveillance audits are on-site audits, but are not necessarily full system audits

d together with the other surveillance activities so that the certification body can maint
e certified management system continues to fulfil requirements between recertificatia

ebsite),

and shall be
hin confidence
n audits. The

surveil

ance audit programme shall include, at least

a) internal audits and management review,

b) areview of actions taken on nonconformities identified during the previous audit,

c) treatment of complaints,

d) effectiveness of the management system with regard to achieving the certified client's objectives,

e) pr

ogress of planned activities aimed at continual improvement,

f)  continuing operational control,
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g) review of any changes, and
h) use of marks and/or any other reference to certification.

9.3.2.2 Surveillance audits shall be conducted at least once a year. The date of the first surveillance audit
following initial certification shall not be more than 12 months from the last day of the stage 2 audit.

9.3.3 Maintaining certification

The certification body shall maintain certification based on demonstration that the client continues to satisfy
the requirements of the management system standard. It may maintain a client's certification based on a
positive conclysion hy the audit team leader without further independent review _pravided

a) for any npnconformity or other situation that may lead to suspension or withdrawal of certification, the
certificatign body has a system that requires the audit team leader to report to the certification bqdy the
need to ipitiate a review by appropriately competent personnel (see 7.2.9), differentifrom those who
carried odt the audit, to determine whether certification can be maintained, and

b) competent personnel of the certification body monitor its surveillance activities, including monitoring the
reporting py its auditors, to confirm that the certification activity is operating effectively.

9.4 Recertification

9.4.1 Recertification audit planning

9411 Alrecertification audit shall be planned and conductedto’evaluate the continued fulfilment o¢f all of
the requiremepts of the relevant management system standard.er other normative document. The purpose of
the recertification audit is to confirm the continued conformity<and effectiveness of the management system as
a whole, and ifs continued relevance and applicability for, thesscope of certification.

9.4.1.2 The recertification audit shall consider the performance of the management system oyer the
period of certification, and include the review of previous surveillance audit reports.

9.4.1.3 Recertification audit activities may-need to have a stage 1 audit in situations where ther¢ have
been significant changes to the management system, the client, or the context in which the management
system is opefating (e.g. changes to ledislation).
9414 Inf the case of multiplesites or certification to multiple management system standards| being
provided by the certification body,)the planning for the audit shall ensure adequate on-site audit coverage to
provide confidence in the certification.
9.4.2 Receriification-audit

9.4.21 The recertification audit shall include an on-site audit that addresses the following:

a) the effectvenessof-the management-systenin-itsentirety-in—thetight of-internat-and-—externat—ct anges
and its continued relevance and applicability to the scope of certification;

b) demonstrated commitment to maintain the effectiveness and improvement of the management system in
order to enhance overall performance;

c) whether the operation of the certified management system contributes to the achievement of the
organization's policy and objectives.

9.4.2.2 When, during a recertification audit, instances of nonconformity or lack of evidence of conformity

are identified, the certification body shall define time limits for correction and corrective actions to be
implemented prior to the expiration of certification.
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Information for granting recertification

The certification body shall make decisions on renewing certification based on the results of the recertification
audit, as well as the results of the review of the system over the period of certification and complaints received
from users of certification.

9.5 Special audits

9.5.1

Extensions to scope

The certification body shall, in response to an application for extension to the scope of a certification already

grante
or not

9.5.2

It may

the extension may be granted. This may be conducted in conjunction with a surveillance's

Short-notice audits

be necessary for the certification body to conduct audits of certified clients ab short notice

complaints (see 9.8), or in response to changes (see 8.6.3), or as follow up on’suspended clien

such ¢

th
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a)

th
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9.6

9.6.1
reduct

9.6.2

th
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th

ASes

b certification body shall describe and make known in advance 10 the certified clients (e.g
described in 8.6.1) the conditions under which these short ngtice visits are to be conduct

e certification body shall exercise additional care in the assignment of the audit team b
ck of opportunity for the client to object to audit team members.

Suspending, withdrawing or reducing the'scope of certification

The certification body shall have a policy“and documented procedure(s) for suspension
on of the scope of certification, and shall'specify the subsequent actions by the certificatig

The certification body shall suspend certification in cases when, for example,

e client's certified management system has persistently or seriously failed to me
quirements, including requirements for the effectiveness of the management system,

e certified client doesnot allow surveillance or recertification audits to be conducted 4

frequencies, or

th

9.6.3
body {
refrain

e certified client*has voluntarily requested a suspension.

Undefsuspension, the client's management system certification is temporarily invalid. T
hall(have enforceable arrangements with its clients to ensure that in case of suspen

ecide whether
udit.

to investigate
S (see 9.6). In

in documents
ed, and

ecause of the

withdrawal or
n body.

bt certification

t the required

he certification

sion the client
nded status of

5.from further promotion of its certification. The certification body shall make the suspe

the ce

9.6.4
certific

NOTE
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priate.

Failure to resolve the issues that have resulted in the suspension in a time established by the

ation body shall result in withdrawal or reduction of the scope of certification.

In most cases the suspension would not exceed 6 months.

9.6.5 The certification body shall reduce the client's scope of certification to exclude the parts not meeting
the requirements, when the client has persistently or seriously failed to meet the certification requirements for
those parts of the scope of certification. Any such reduction shall be in line with the requirements of the
standard used for certification.
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9.6.6 The certification body shall have enforceable arrangements with the certified client concerning
conditions of withdrawal [see 8.4.3.d)] ensuring upon notice of withdrawal of certification that the client
discontinues its use of all advertising matter that contains any reference to a certified status.

9.6.7 Upon request by any party, the certification body shall correctly state the status of certification of a
client's management system as being suspended, withdrawn or reduced.

9.7 Appeals

9.7.1 The certification body shall have a documented process to receive, evaluate and make decisions on
appeals.

9.7.2 A desgription of the appeals-handling process shall be publicly accessible.
9.7.3 The gertification body shall be responsible for all decisions at all levels of the appeals-handling
process. The [certification body shall ensure that the persons engaged in the appeals-handling procgss are
different from those who carried out the audits and made the certification decisions.

9.7.4 Subm|ssion, investigation and decision on appeals shall not result in any discriminatory actions
against the appellant.

9.7.5 The appeals-handling process shall include at least the following elements and methods:

a) an outling of the process for receiving, validating and investigating,'the appeal, and for deciding what
actions are to be taken in response to it, taking into account the results of previous similar appeals;

b) tracking and recording appeals, including actions undertaken to resolve them;
c) ensuring that any appropriate correction and corrective;action are taken.

9.7.6 The cgrtification body shall acknowledge receipt of the appeal and shall provide the appellapt with
progress repofts and the outcome.

9.7.7 The dedision to be communicated to the“appellant shall be made by, or reviewed and approved by,
individual(s) npt previously involved in the sulject of the appeal.

9.7.8 The certification body shall give formal notice to the appellant of the end of the appeals-handling
process.

9.8 Complaints

9.8.1 A desgription of the complaints-handling process shall be publicly accessible.

9.8.2 Upon [receipt of a complaint, the certification body shall confirm whether the complaint relates to
certification agtivitiés that it is responsible for and, if so, shall deal with it. If the complaint relates to a crtified
client, then examination of the complaint shall consider the effectiveness of the certified management system.

9.8.3 Any complaint about a certified client shall also be referred by the certification body to the certified
client in question at an appropriate time.

9.8.4 The certification body shall have a documented process to receive, evaluate and make decisions on
complaints. This process shall be subject to requirements for confidentiality, as it relates to the complainant
and to the subject of the complaint.

9.8.5 The complaints-handling process shall include at least the following elements and methods:

a) an outline of the process for receiving, validating, investigating the complaint, and for deciding what
actions are to be taken in response to it;
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b) tracking and recording complaints, including actions undertaken in response to them;
c) ensuring that any appropriate correction and corrective action are taken.
NOTE ISO 10002 provides guidance for complaints handling.

9.8.6 The certification body receiving the complaint shall be responsible for gathering and verifying all
necessary information to validate the complaint.

9.8.7 Whenever possible, the certification body shall acknowledge receipt of the complaint, and shall
provide the complainant with progress reports and the outcome.

9.8.8 | The decision to be communicated to the complainant shall be made by, or reviewed and approved by,
individual(s) not previously involved in the subject of the complaint.

9.8.9 | Whenever possible, the certification body shall give formal notice, of” the | end of the
complaints-handling process to the complainant.

9.8.10| The certification body shall determine, together with the client and the cemplainant, whether and, if so
to what extent, the subject of the complaint and its resolution shall be made public.

9.9 Records of applicants and clients
9.9.1 | The certification body shall maintain records on the auditand other certification activities for all clients,
including all organizations that submitted applications, and all organizations audited, certified, or with
certification suspended or withdrawn.

9.9.2 | Records on certified clients shall include the following:

a) application information and initial, surveillance and recertification audit reports;

b) cartification agreement;

C

c) justification of the methodology used for sampling;

d) j

C

stification for auditor timedetermination (see 9.1.4);

e) varification of correctien\and corrective actions;

f)  records of complaints and appeals, and any subsequent correction or corrective actions;
g) cgmmittee deliberations and decisions, if applicable;

h) dacumentation of the certification decisions;

i) certiftcationrdocuments; illbiudillg the Scope ofcertificationwith respectto pluduut, process or service, as
applicable;

j) related records necessary to establish the credibility of the certification, such as evidence of the
competence of auditors and technical experts.

NOTE Methodology of sampling includes the sampling employed to assess the specific management system and/or
to select sites in the context of multi-site assessment.

9.9.3 The certification body shall keep the records on applicants and clients secure to ensure that the

information is kept confidential. Records shall be transported, transmitted or transferred in a way that ensures
that confidentiality is maintained.
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9.9.4 The certification body shall have a documented policy and documented procedures on the retention of
records. Records shall be retained for the duration of the current cycle plus one full certification cycle.

NOTE In some jurisdictions, the law stipulates that records need to be maintained for a longer time period.

10 Management system requirements for certification bodies

10.1 Options

The certification body shall establish and maintain a management system that is capable of supporting and
demonstratin i i ' i i . tion to
meeting the requirements of Clauses 5 to 9, the certification body shall implement a management,sygtem in
accordance with either

a) managemnlent system requirements in accordance with ISO 9001 (see 10.2), or

b) general management system requirements (see 10.3).
10.2 Option|1: Management system requirements in accordance with SO 9001

10.2.1 Genera

The certificatjon body shall establish and maintain a management system, in accordance with the
requirements of ISO 9001, that is capable of supporting and demenstrating the consistent achievement of the
requirements ¢f this International Standard, amplified by 10.2.21010.2.4.

10.2.2 Scope

For applicatioh of the requirements of ISO 9001, the*scope of the management system shall include the
design and dejelopment requirements for its certification services.

10.2.3 Customer focus
For application of the requirements of ISO 9001, when developing its management system, the certification

body shall corfsider the credibility of.certification and shall address the needs of all parties (as set out i 4.1.2)
that rely upon |its audit and certification services, not just its clients.

10.2.4 Management review.

For application of the.requirements of ISO 9001, the certification body shall include as input for management
review, information-on relevant appeals and complaints from users of certification activities.

10.3 Option'2=Generalmanagementsystemreqtairements
10.3.1 General

The certification body shall establish, document, implement and maintain a management system that is
capable of supporting and demonstrating the consistent achievement of the requirements of this International
Standard.

The certification body's top management shall establish and document policies and objectives for its activities.
The top management shall provide evidence of its commitment to the development and implementation of the
management system in accordance with the requirements of this International Standard. The top management
shall ensure that the policies are understood, implemented and maintained at all levels of the certification
body's organization.
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The certification body's top management shall appoint a member of management who, irrespective of other
responsibilities, shall have responsibility and authority that include

a) ensuring that processes and procedures needed for the management system are established,
implemented and maintained, and

b) reporting to top management on the performance of the management system and any need for
improvement.

10.3.2 Management system manual

All applicable requirements of this International Standard shall be addressed either in a manual or in
associpted documents. The certification body shall ensure that the manual and relevant associated
documents are accessible to all relevant personnel.

10.3.3| Control of documents

The cagrtification body shall establish procedures to control the documents (internal and external) that relate to
the fulfilment of this International Standard. The procedures shall define the controls needed to

a) approve documents for adequacy prior to issue,

b) rejiew and update as necessary and re-approve documents,

c) ensure that changes and the current revision status of decuments are identified,

d) ensure that relevant versions of applicable documents are available at points of use,

e) ensure that documents remain legible and readily identifiable,

f)  ensure that documents of external origin are identified and their distribution controlled, and

g) prevent the unintended use of obsotete documents, and to apply suitable identification to them if they are
retained for any purpose.

NOTE Documentation can bein any form or type of medium.
10.3.4| Control of records
The cgrtification body shall establish procedures to define the controls needed for the identification, storage,

protection, retrievali:retention time and disposition of its records related to the fulfilment of this International
Standard.

The cprtification body shall establish procedures for retaining records for a period consjstent with its
contractualr and legal obligations. Access to these records shall be consistent with the |confidentiality
arrangemernts.

NOTE For requirements for records on certified clients, see also 9.9.
10.3.5 Management review

10.3.5.1 General

The certification body's top management shall establish procedures to review its management system at
planned intervals to ensure its continuing suitability, adequacy and effectiveness, including the stated policies
and objectives related to the fulfilment of this International Standard. These reviews shall be conducted at
least once a year.
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10.3.5.2 Review inputs

The input to the management review shall include information related to

internal and external audits,
from clients and interested parties related to the fulfiiment of this International Standard,
from the committee for safeguarding impartiality,

of preventive and corrective actions,

a) results of
b) feedback
c) feedback
d) the status
e) follow-up

f)  the fulfilm
9)

h) appeals 49
10.3.5.3 Rey
The outputs fr
a) improven
b) improvem
C) resource

10.3.6 Internal audits

10.3.6.1 T
requirements
maintained.

NOTE ISO

10.3.6.2 A
and areas to

10.3.6.3 n
may be redu
effectively imp|

changes that could affect the management system, and

Actions from previous management reviews,

ent of objectives,

nd complaints.

riew outputs

bm the management review shall include decisions and actionsrelated to

ent of the effectiveness of the management system andts processes,

ent of the certification services related to the fulfilment of this International Standard, and

heeds.

pf this International Standard.and that the management system is effectively implements

19011 provides guidelines for conducting internal audits.

n audit programme-shall be planned, taking into consideration the importance of the pro
e audited, as wellas the results of previous audits.

ternal audits shall be performed at least once every 12 months. The frequency of internal
ed if {he certification body can demonstrate that its management system continues
leménted according to this International Standard and has proven stability.

ne certification body shall establish procedures for internal audits to verify that it fulfils the

ed and

resses

audits
to be

10.3.6.4

a)

e certfication body shall ensure that

requirements of this International Standard,

b) auditorsd
c) personnel
d)
e)
32

o not audit their own work,

responsible for the area audited are informed of the outcome of the audit,

any actions resulting from internal audits are taken in a timely and appropriate manner, and

any opportunities for improvement are identified.

internal audits are conducted by qualified personnel knowledgeable in certification, auditing and the
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Corrective actions

The certification body shall establish procedures for identification and management of nonconformities in its
operations. The certification body shall also, where necessary, take actions to eliminate the causes of
nonconformities in order to prevent recurrence. Corrective actions shall be appropriate to the impact of the
problems encountered. The procedures shall define requirements for

a) identifying nonconformities (e.g. from complaints and internal audits),

b) determining the causes of nonconformity,

c) co

rrecting nonconformities,

d) ey

e) dd

aluating the need for actions to ensure that nonconformities do not recur,

termining and implementing in a timely manner, the actions needed,

f)  recording the results of actions taken, and

g) reviewing the effectiveness of corrective actions.

10.3.8

Preventive actions

The certification body shall establish procedures for taking preyentive actions to eliminate

potent

al nonconformities. Preventive actions taken shall be appropriate to the probable impact

problems. The procedures for preventive actions shall define requirements for

a) identifying potential nonconformities and their causes,

b) ey

c) dd

NOTE

aluating the need for action to prevent the<occurrence of nonconformities,
termining and implementing the action“needed,

cording the results of actions taken, and

viewing the effectiveness/of'the preventive actions taken.

The procedures for.Corrective and preventive actions do not necessarily have to be separate.

the causes of
bf the potential

©1S0 2

011 — All rights reserved

33


https://iecnorm.com/api/?name=0660d3c0149604c5ee758635efe10f52

ISO/IEC 17021:2011(E)

Annex A
(normative)

Required knowledge and skills
The following table specifies the knowledge and skills that a certification body shall define for specific

certification functions. X means the certification body shall define the criteria and depth of knowledge and
skills. X+ indicates a need for deeper knowledge and skills.

Table A.1 — Table of knowledge and skills
Con.ductmg the a|.)pI|cat|c.>n Reviewing
Certification functions | review to determine audit .
audit reports .
team competence . . Leading the
. and making Auditing .
required, to select the e e audit tea
dit t b d certification
Knowledge auditteam members, an decisions
and skills to determine the audit time
Knowledge pf business X X
management practices
Knowledge pf audit principles, X X+ X+
practices arld techniques
Knowledge pf specific management X X X+ X+
system starjdards/normative
documents
Knowledge pf certification body's X X X X
processes
Knowledge pf client business X X X+ X+
sector
Knowledge pf client products, X X X
processes gnd organization
Language skills appropriate to all X X
levels withir] the client organization
Note-taking|and report-writing skills X X
Presentation skills X X+
Interviewing skills X X
Audit-management skills X X+
For knowledge of client products, processes and organization, where a team is performing the task, the expertise needs to exist
within that team or could be provided by a technical expert. Where any audit is conducted by a team, the level of skills required
should be held within the team as a whole and not by every individual member of the team.
The team leader of a combined or integrated audit should have an in-depth knowledge of at least one of the standards and is
required to have awareness of the other standards used for that particular audit.
NOTE Risk and complexity are other considerations when deciding the level of expertise needed for any of these functions.
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Annex B
(informative)

Possible evaluation methods

IMPORTANT — This annex is informative and not intended to be applied as requirements.

B.1 (
This a

Metho
feedbd
descri
that arf

The (f
effecti
detern

This is

B.2 Review of records

Some
audit g

Some

education and training.

Such 1

Other
apprai

B.3 Feedback

Direct

seneral

nex is intended to provide examples of evaluation methods as an aid to certification-bodi
s for evaluating individuals' competence can be grouped into five major catégories: revi
ck, interviews, observations and examinations. These can be further subdivided. The follq
ption of each method and its usefulness and limitations for evaluating knowledge and skil
y one method on its own will confirm competence.

bllowing) methods in B.2 to B.6 can provide useful information (ofyknowledge and skills;
e when they are designed to be used with specified competence criteria resulting from th
ination process specified in 7.1.2 and 7.1.3.

followed by an example of a process flow for determining and maintaining competence in

records are indicators of knowledge, such as a résumé or curriculum vitae showing wo
xperience, education and training.

records are indicators of skills,“such as audit reports, records of work experience, aug

ecords alone are not likely-to be sufficient evidence of competence.

records are direct evidence of demonstration of competence such as a report of 3
sal of an auditoriconducting an audit.

\V

S.

ew of records,
wing is a brief
s. It is unlikely

they are more
e competence

Annex C.

rk experience,

lit experience,

performance

feedback from past employers can be an indicator of knowledge and skills, but it is imq)ortant to note

that so

metimes employers specifically exclude negative information.

Personal references can be an indicator of knowledge and skills. It is unlikely that a candidate will provide a
personal reference that would provide negative information.

Feedback by peers can be an indicator of knowledge and skills. Such feedback can be influenced by the
relationship between the peers.

Feedback from clients can be an indicator of knowledge and skills. For an auditor, the feedback can be

influen

ced by the results of the audit.

Feedback alone is not satisfactory evidence of competence.
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