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ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
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 and non-governmental, in liaison with ISO and IEC, also take part in the
work. In the field of conformity assessment, ISO and IEC develop joint ISO/IEC documents under the
management of the ISO Committee on Conformity assessment (ISO/CASCO).

The
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Introduction

Certification of a management system, such as the environmental management system, quality
management system or information security 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, products and services, in line with the organization’s policy and the
requirements of the respective international management system standard.

This part of ISO/IEC 17021 specifies requirements for bodies providing audit and certification of
management systems. It gives generic requirements for such bodies performing audit and certification in

the field of qua

as certificati
operate ma
facilitating
internationa
managemen

Certification
system of th

a)
b)
c)

Conformity :
organization

conform
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is effect

Clause 4 des
to understar

on bodies. Observance of these requirements is intended to ensure that certificatiofrh
agement system certification in a competent, consistent and impartial manner, th
he recognition of such bodies and the acceptance of their certifications on a.nationa
basis. This part of ISO/IEC 17021 serves as a foundation for facilitating the recognit
f system certification in the interests of international trade.

of a management system provides independent demonstration rthat the managg
P organization:

s to specified requirements;
e of consistently achieving its stated policy and objectiyes;
vely implemented.

issessment, such as the certification of a managément system, thereby provides value
, its customers and interested parties.

Cribes the principles on which credible certification is based. These principles help the
1d the essential nature of certification,and they are a necessary prelude to Clauses 5

These principles underpin the requirements inthis part of ISO/IEC 17021, but such principles aj

auditable re
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Certification
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many of theg

Certification
of conformit

quirements in their own right. Clatise 10 describes two alternative ways of supportin
g the consistent achievement of the requirements in this part of ISO/IEC 17021 thj
ment of a management system by the certification body.

activities are the individual activities that make up the entire certification process,
eview to termination of certification. Annex E provides an illustration of the way in v
e activities can interact.

activities invelve the audit of an organization’s management system. The form of attest
y of an organization’s management system to a specific management system stand3

other normaftive reqtiivements is usually a certification document or a certificate.
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ISO/IEC 17021 is applicable to the auditing and certification of any type of manage
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can be supplemented with additional criteriain orderto achieve the expectations of the interested parties.

In this part of ISO/IEC 17021, the following verbal forms are used:

“shall” indicates a requirement;
“should” indicates a recommendation;
“may” indicates a permission;

“can” indicates a possibility or a capability.

Further details can be found in the ISO/IEC Directives, Part 2.
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Conformity assessment — Requirements for bodies
providing audit and certification of management systems —

Part 1:
Requirements

1 3

This

impa
Certi
syste

Certi
1SO/I1
asses

NOTE

cope

part of [SO/IEC 17021 contains principles and requirements for the competencé, con
Ftiality of bodies providing audit and certification of all types of managemerit system

Fication bodies operating to this part of ISO/IEC 17021 do not need to offer all types of
m certification.

fication of management systems is a third-party confermity assessment a
EC 17000:2004, 5.5) and bodies performing this activity @ne therefore third-party
sment bodies.

1 Examples of management systems include environmental management systems, quality

systes and information security management systems.

NOTE
third{

NOTE

NOTE
other

2 Inthis partof ISO/IEC 17021, certification ofinahagement systems is referred to as “cerf
party conformity assessment bodies are referréd.to as “certification bodies”.
3 Acertification body can be non-goveriintental or governmental, with or without regulat

4  This part of ISO/IEC 17021 can-b@jused as a criteria document for accreditation, peer 3
audit processes.

The
indis

ormative references

llowing documents, in whole or in part, are normatively referenced in this docun
ensable for its application. For dated references, only the edition cited applies.

sistency and

5.

management

ctivity (see
r conformity

management

ification” and

ory authority.

ssessment or

hent and are
For undated

refergnces, the latest’edition of the referenced document (including any amendments) appllies.

ISO 9

00, Quality management systems — Fundamentals and vocabulary

ISO/IEC 17000, Conformity assessment — Vocabulary and general principles

3 and-definitions

For the purposes of this document, the terms and definitions given in ISO 9000, ISO/IEC 17000 and the
following apply.

3.1

certified client
organization whose management system has been certified

3.2

impartiality
presence of objectivity

Note 1 to entry: Objectivity means that conflicts of interest do not exist, or are resolved so as not to adversely
influence subsequent activities of the certification body.

© ISO/IEC 2015 - All rights reserved
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Note 2 to entry: Other terms that are useful in conveying the element of impartiality include “independence”,

“freedom from conflict of interests”, “freedom from bias”, “lack of prejudice

”
’

mindedness

3.3

»n o«
’

neutrality”, “fairness

’
«

even-handedness”, “detachment”, “balance”.

management system consultancy
participation in establishing, implementing or maintaining a management system

EXAMPLE 1
EXAMPLE 2

Preparing or producing manuals or procedures.

»n o«

open-

Giving specific advice, instructions or solutions towards the development and implementation of
a management system.

Note 1 to ent
where the coy
i.e. the traine

Note 2 to ent
processes or

explaining
identifyin
explaining
sharing nd
other man

3.4
certificatiol
audit carrie
certification

Note 1 to ent
party certific

Note 2 to ent
Note 3 to entn
of conformity
Note 4 to entr

Note 5 to ent]
management

rse relates to management systems or auditing, it is confined to the provision of generic inform
" should not provide client-specific solutions.

ry: The provision of generic information, but not client specific solutions for the improvem
ystems, is not considered to be consultancy. Such information may include:

the meaning and intention of certification criteria;

b improvement opportunities;

associated theories, methodologies, techniques or tools;
n-confidential information on related best practices;

agement aspects that are not covered by the management system being audited.

1 audit
1 out by an auditing organization independent of the client and the parties that re
for the purpose of certifying the client’s management system

Fy: In the definitions which follow, the term “audit” has been used for simplicity to refer to
htion audit.

y: Certification audits:are typically conducted by audit teams of those bodies providing certifi
to the requirements/of management system standards.

y: A joint audit\is when two or more auditing organizations cooperate to audit a single client.

ry: A combined audit is when a client is being audited against the requirements of two orj
Eystenis standards together.

Note 6 to entr

'y: Arranging training and participating as a trainer is not considered consultancy, providetll that,

ation;

ent of

ly on

third-

ry: Certification audits includé initial, surveillance, re-certification audits, and can also include
special audits.

ration

more

NN integrated audit is when a client has integrated the application of requirements of two of

more

managementsystems standardsinto asingle managementsystemand is beingaudited against more than one standard.

3.5
client

organization whose management system is being audited for certification purposes

3.6
auditor

person who conducts an audit

3.7

competence
ability to apply knowledge and skills to achieve intended results

© ISO/IEC 2015 - All rights re
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ISO/IEC 17021

guide
person appointed by the client to assist the audit team

39

observer
person who accompanies the audit team but does not audit

3.10

technical area
area characterized by commonalities of processes relevant to a specific type of management system and

tonded results

-1:2015(E)

its in
Note

3.11
nonc
non-f

3.12

major nonconformity

noncq
Note

— if
specif

— a

systemic failure and thus constitute a major nonconférmiity.

3.13
mind
nonc(
inten|

3.14

techmnical expert

persd

Note
to be

3.15
certi

| to entry: See Note to 7.1.2.

pnformity
ulfilment of a requirement

nformity (3.11) that affects the capability of the management sizst€m to achieve the int¢
| to entry: Nonconformities could be classified as major in thefollowing circumstances:

here is a significant doubt that effective process contrakis'in place, or that products or serv
ied requirements;

number of minor nonconformities associated with the same requirement or issue could d

r nonconformity
nformity (3.11) that does not affe€t the capability of the management system to
ded results

n who provides specific knowledge or expertise to the audit team

| to entry: Specificlkhowledge or expertise is that which relates to the organization, the proc
hudited.

fication.scheme

confd

speciric rules and procedures apply

3.16

rmityassessmentsystemrelated tomanagementsystemstowhichthe same specifiedr¢

nded results

ces will meet

emonstrate a

achieve the

PSS or activity

bquirements,

audit time
time needed to plan and accomplish a complete and effective audit of the client organization’s
management system

3.17

duration of management system certification audits
part of audit time (3.16) spent conducting audit activities from the opening meeting to the closing

meeti

ing, inclusive

Note 1 to entry: Audit activities normally include:

— conducting the opening meeting;

— performing document review while conducting the audit;

© ISO/IEC 2015 - All rights reserved
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— communicating during the audit;

— assigning roles and responsibilities of guides and observers;
— collecting and verifying information;

— generating audit findings;

— preparing audit conclusions;

— conducting the closing meeting.

4 Principles
4.1 General

4.1.1 The principles described in this clause provide the basis for the subsequent specific performance
and descriptive requirements in this part of ISO/IEC 17021. This part of ISO/IEC 17021 does nof give
specific requirements for all situations that can occur. These principles should be applied as guidange for
the decisiong that may need to be made for unanticipated situations. Principles are not requiremenis.

4.1.2 The pverall aim of certification is to give confidence to all pdrties that a management system
fulfils specified requirements. The value of certification is the degreecof public confidence and trust that
is establishefl by an impartial and competent assessment by a third-party. Parties that have an interest in
certificationfinclude, but are not limited to

a) the clients of the certification bodies;

b) the custpmers of the organizations whose managément systems are certified;
c) governmental authorities;

d) non-governmental organizations;

e) consumers and other members of the:public.

4.1.3 Pringiples for inspiring confidence include:
— impartiglity;

— competgnce;

— responsjbility;

— openness,

— confidentiality;
— responsiveness to complaints;
— risk-based approach.

NOTE This part of ISO/IEC 17021 sets out the principles of certification in Clause 4; the corresponding
principles related to auditing can be found in ISO 19011:2011, Clause 4.

4.2 Impartiality

4.2.1 Beingimpartial, and being perceived to be impartial, is necessary for a certification body to deliver
certification that provides confidence. It is important that all internal and external personnel are aware of
the need for impartiality.

4 © ISO/IEC 2015 - All rights reserved
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4.2.2 Itisrecognized thatthe source ofrevenue for acertification body isits 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.

4.2.4 Threats to impartiality may include but are not limited to the following.

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

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

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

c) Hamiliarity (or trust): threats that arise from a person or body being toofamiliar with ¢r trusting of

nother person instead of seeking audit evidence.

d) Iptimidation: threats that arise from a person or body having a perception of being cog¢rced openly
r secretively, such as a threat to be replaced or reported to a supérvisor.

o

4.3 (Competence

4.3.1] Competence of the personnel of the certificatignybody in all functions involved in|certification
activities is necessary to deliver certification that provides confidence.

4.3.2] The competence also needs to be supported by the management system of the certification body.

4.3.3| Itisakeyissue for the managementof the certification body to have an implementef process for
the establishment of competence criteria for the personnel involved in the audit and other|certification
activities and to perform evaluation against the criteria.

4.4 (Responsibility

4.4.1] The certified clieht, and not the certification body, has the responsibility for consistently achieving
the ilt‘tended results-of-implementation of the management system standard and confornpity with the
requirements for certification.

4.4.2| The certification body has the responsibility to assess sufficient objective evidence upon which to
base § certification decision. Based on audit conclusions, it makes a decision to grant certification if there is
sufficient évidence of conformity, or not to grant certification if there is not sufficient evidence ¢f conformity.

NOTE Any audit is based on sampling within an organization’s management system and therefore is not a
guarantee of 100 % conformity with requirements.

4.5 Openness

4.5.1 A certification body needs to provide public access to, or disclosure of, appropriate and timely
information about its audit process and certification process, and about the certification status (i.e.
the granting, maintaining of certification, expanding or reducing the scope of certification, renewing,
suspending or restoring, or withdrawing of certification) of any organization, in order to gain confidence
in the integrity and credibility of certification. Openness is a principle of access to, or disclosure of,
appropriate information.

© ISO/IEC 2015 - All rights reserved 5
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4.5.2 To gain or maintain confidence in certification, a certification body should provide appropriate
access to, or disclosure of, non-confidential information about the conclusions of specific audits (e.g.
audits in response to complaints) to specific interested parties.

4.6 Confidentiality

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 does not disclose any

confidential

information.

4.7 Respg

Parties that
be valid, sh
reasonable ¢
complaints i
certification
is safeguard

NOTE An

responsivene
certification.

4.8 Risk-I

Certification
and impartig

— the obje
the sam
real and
legal, re
the clien
impact ¢
health a
percepti

mislead

use of

nsiveness to r‘nmplnintc

rely on certification expect to have complaints investigated and, if these are. fou
uld have confidence that these complaints will be appropriately addressed)and t
ffort will be made by the certification body to resolve them. Effective respensiveng
5 an important means of protection for the certification body;, its clientsand other us
against errors, omissions or unreasonable behaviour. Confidence in cettification acti
bd when complaints are processed appropriately.

appropriate balance between the principles of openness and,confidentiality, inc
Es to complaints, is necessary in order to demonstrate integrity.\and credibility to all us

pased approach

bodies need to take into account the risks associated with providing competent, cons
1 certification. Risks may include, but are not}imited to, those associated with:

Ctives of the audit;

bling used in the audit process;

perceived impartiality;

bulatory and liability issues;

t organization being audited and its operating environment;
f the audit on the-client and its activities;

hd safety of the'audit teams;

on of interésted parties;

ng statements by the certified client;

nd to
hat a
bSS to
ers of
vities

uding
ers of

stent

arks

5

5.1 Legal

General requirements

and contractual matters

5.1.1 Legal responsibility

The certification body shall be a legal entity, or a defined part of a legal entity that can be held legally
responsible for all its certification activities. A governmental certification body is deemed to be a legal
entity on the basis of its governmental status.

© ISO/IEC 2015 - All rights re
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5.1.2 Certification agreement

The certification body shall have a legally enforceable agreement with each client for the provision
of certification activities in accordance with the relevant requirements of this part of ISO/IEC 17021.
In addition, where there are multiple offices of a certification body or multiple sites of a client, the
certification body shall ensure there is a legally enforceable agreement between the certification body

granting certification and the client that covers all the sites within the scope of the certification.

NOTE
anoth

An agreement can be achieved through multiple agreements that reference or otherwi
er.

se link to one

5.1.3

The

to ce
the s
certif

5.2

5.2.1
respd
finan

5.2.2
syste
of im
and €

5.2.3

D slazlaie £ 3£ i3 A P
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ertification body shall be responsible for, and shall retain authority for, its decis
Ftification, including the granting, refusing, maintaining of certification, expanding
cope of certification, renewing, suspending or restoring following suspension, or wit
ication.

Management of impartiality

Conformity assessment activities shall be undertaken impaxtially. The certification |
nsible for the impartiality of its conformity assessment activities and shall not allow
Cial or other pressures to compromise impartiality.

The certification body shall have top managemfent commitment to impartiality in
m certification activities. The certification body shall have a policy thatit understands th
partiality in carrying out its management system certification activities, manages confl
nsures the objectivity of its management system certification activities.

The certification body shall have-a* process to identify, analyse, evaluate, treat,

docu

ent the risks related to conflict of‘interests arising from provision of certification i

conflicts arising from its relationships,on an ongoing basis. Where there are any threats to
the certification body shall document and demonstrate how it eliminates or minimizes such threats and

docu
they
Wher
certiff

Top n

The 1
parti

ent any residual risk. The demonstration shall cover all potential threats that are identi
rise from within the certification body or from the activities of other persons, bodies or
arelationship posesian-unacceptable threat to impartiality (such as a wholly owned sub
cation body requesting certification from its parent), then certification shall not be proy

nanagement shall review any residual risk to determine if it is within the level of acce

isk assessthent process shall include identification of and consultation with appropria
bs to adyvise on matters affecting impartiality including openness and public per

consyltation'with appropriate interested parties shall be balanced with no single interest pré
NOTJI 5 - : Htoft < eatiomrbod et 1 i

ons relating
or reducing
hdrawing of

body shall be
commercial,

management
P importance
ct of interest

monitor, and
hcluding any
impartiality,

fied, whether
rganizations.
sidiary of the
ided.

btable risk.

te interested
ception. The
dominating.

, governance,

management, personnel, shared resources, finances, contracts, training, marketing and payment of a sales
commission or other inducement for the referral of new clients, etc.

NOTE

2 Interestedpartiescaninclude personneland clients ofthe certificationbody, 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.

NOTE 3

interested parties.

One way of fulfilling the consultation requirement of this clause is by the use of a committee of these

5.2.4 A certification body shall not certify another certification body for its quality management system.
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5.2.5 The certification body and any part of the same legal entity and any entity under the organizational
control of the certification body [see 9.5.1.2, bullet b)] shall not offer or provide management system
consultancy. This also applies to that part of government identified as the certification body.

NOTE This does not preclude the possibility of exchange of information (e.g. explanation of findings or
clarification of requirements) between the certification body and its clients.

5.2.6 The carrying out of internal audits by the certification body and any part of the same legal entity
to its certified clients is a significant threat to impartiality. Therefore, the certification body and any part
of the same legal entity and any entity under the organizational control of the certification body [see
9.5.1.2, bullet b)] shall not offer or provide internal audits to its certified clients. A recognized mitigation
of this threaf1s that the certification body shall not certily a management system on which 1t proyvided
internal audits for a minimum of two years following the completion of the internal audits.

NOTE Sef Note 1 to 5.2.3.

5.2.7 Wheye aclient has received management systems consultancy from a body that has a relatiopship
with a certification body, this is a significant threat to impartiality. A recognized mitigation of this thifeat is
that the cert‘Eication body shall not certify the management system for a minimum of two years follgwing
the end of thle consultancy.

NOTE Sep Note 1 to 5.2.3.

5.2.8 The |certification body shall not outsource audits to, d management system consulftancy
organization] as this poses an unacceptable threat to the impartiality of the certification body (se¢ 7.5).
This does noft apply to individuals contracted as auditors coveped in 7.3.

5.2.9 The fertification body’s activities shall not be marketed or offered as linked with the activities
of an organjzation that provides management systenr consultancy. The certification body shall take
action to corjrect inappropriate links or statements\by any consultancy organization stating or implying
that certificdtion would be simpler, easier, faste?;or less expensive if the certification body were [used.
A certificatign body shall not state or imply ‘that certification would be simpler, easier, faster of less
expensive if f specified consultancy organization were used.

5.2.10 In orgder to ensure that there is 1io conflict of interests, personnel who have provided managgment
system constiltancy, including thesé acting in a managerial capacity, shall not be used by the certifigation
body to take| part in an audit pitether certification activities if they have been involved in managgment
system consfiltancy towards-the client. A recognized mitigation of this threat is that personnel sh3gll not
be used for 4 minimum oftwo years following the end of the consultancy.

5.2.11 The gertification body shall take action to respond to any threats to its impartiality arising from
the actions of otherpersons, bodies or organizations.

5.2.12 All ceértification body personnet, eitier itermal or eXternal, Or COMIMItees, Wito coutd inftuence
the certification activities, shall act impartially and shall not allow commercial, financial or other pressures
to compromise impartiality.

5.2.13 Certification bodies shall require personnel, internal and external, to reveal any situation known
to them that can present them or the certification body with a conflict of interests. Certification bodies
shall record and use this information as input to identifying threats to impartiality raised by the activities
of such personnel or by the organizations that employ them, and shall not use such personnel, internal or
external, unless they can demonstrate that there is no conflict of interest.
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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 that
initially, and on an ongoing basis, commercial, financial or other pressures do not compromise its
impartiality.

6 {tructural requirements
6.1 |Organizational structure and top management

6.1.1] The certification body shall document its organizational structure, duties, responsibilities and
authgrities of management and other personnel involved in certification and any committeps. When the
certification body is a defined part of a legal entity, the structure shall inctude the line of authority and the
relatipnship to other parts within the same legal entity.

6.1.2| Certification activities shall be structured and managed sO as to safeguard impartialjty.

6.1.3| The certification body shall identify the top management (board, group of persons, or person)
havinlg overall authority and responsibility for each ofthe/following:

a) development of policies and establishment of processes and procedures relating to its pperations;
b) supervision of the implementation of the\pdlicies, processes and procedures;
) suring impartiality;

d) sppervision of its finances;

e) development of management system certification services and schemes;

f) performance of audits and certification, and responsiveness to complaints;
g) decisions on certification;

h) delegation of duthority to committees or individuals, as required, to undertake defined activities
n its behalf;

i) ntractual arrangements;

j) drewision of adequate resources for certification activities.

6.1.4 The certification body shall have formal rules for the appointment, terms of reference and
operation of any committees that are involved in the certification activities.

6.2 Operational control

6.2.1 The certification body shall have a process for the effective control of certification activities
delivered by branch offices, partnerships, agents, franchisees, etc., irrespective of their legal status,
relationship or geographical location. The certification body shall consider the risk that these activities
pose to the competence, consistency and impartiality of the certification body.
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6.2.2 The certification body shall consider the appropriate level and method of control of activities
undertaken including its processes, technical areas of certification bodies’ operations, competence of
personnel, lines of management control, reporting and remote access to operations including records.

7 Resource requirements
7.1 Competence of personnel

7.1.1 General considerations

The certification body shall have processes to ensure that personnel have appropriate knowledge and|skills
relevantto the types of managementsystems (e.g.environmental managementsystems, quality managg¢ment
systems, infdrmation security management systems) and geographic areas in which it operates.

7.1.2 Detérmination of competence criteria

The certification body shall have a process for determining the competence'criteria for perspnnel
involved in fhe management and performance of audits and other certification activities. Compeftence
criteria shall be determined with regard to the requirements of each type of management system
standard or ppecification, for each technical area, and for each function inthe certification process. The
output of the process shall be the documented criteria of required kirowledge and skills necessqry to
effectively pprform audit and certification tasks to be fulfilled to achieve the intended results. Anhex A
specifies thq knowledge and skills that a certification body shall define for specific functions. Where
additional specific competence criteria have been established for a specific standard or certifidation
scheme (e.g.[[SO/IEC TS 17021-2, ISO/IEC TS 17021-3 or ISQ/TS 22003), these shall be applied.

NOTE The term “technical area” is applied differently depending on the management system standard|being
considered. Fpr any management system, the term is related’to products, processes and services in the context of
the scope of the management system standard. The technieal area can be defined by a specific certification stheme
(e.g.ISO/TS 22003) or can be determined by the certifieation body. It is used to cover a number of other termp such

as “scopes”, “dategories”, “sectors”, etc., which are traditionally used in different management system disciglines.

7.1.3 Evaluation processes

The certificqtion body shall have documented processes for the initial competence evaluation, arjd on-
going monitpring of competence.and performance of all personnel involved in the managemerqt and
performancg of audits and othex certification activities, applying the determined competence criteria.
The certification body shall demonstrate thatits evaluation methods are effective. The output fromthese
processes shiall be to identify personnel who have demonstrated the level of competence required for the
different functions of the-audit and certification process. Competence shall be demonstrated prior fo the
individual tgking thé responsibility for the performance of their activities within the certification pody.

NOTE1 A npumber of evaluation methods that can be used to evaluate competence are described in Anné¢x B.

NOTE 2  Annex Cshows an example of a process flow for determining and maintaining competence.

7.1.4 Other considerations

The certification body shall have access to the necessary technical expertise for advice on matters
directly relating to certification activities for all technical areas, types of management systems and
geographic areas in which the certification body operates. Such advice may be provided externally or
by certification body personnel.

7.2 Personnel involved in the certification activities

7.2.1 The certification body shall have sufficient, competent personnel for managing and supporting
the type and range of audit programmes and other certification work performed.
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7.2.2 The certification body shall employ, or have access to, a sufficient number of auditors, including
audit team leaders, and technical experts to cover all of its activities and to handle the volume of audit
work performed.

7.2.3 The certification body shall make clear to each person concerned their duties, responsibilities
and authorities.

7.2.4 The certification body shall have processes for selecting, training, formally authorizing auditors
and for selecting and familiarizing technical experts used in the certification activity. The initial competence

evaluation of an auditor shall include the abil
deterg

NOTE
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know
and t
involy

7.2.5
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During the selection and training process described above desired personal~behd
lered. These are characteristics that affect an individual’s ability to perform specific/functio

minimize the impact of their weaknesses. Desired personal behaviour that is\important
ed in certification activities is described in Annex D.

Ke of auditors and audit team leaders possessing generic auditing skills and knowled
and knowledge appropriate for auditing in specific technicalareas.

The certification body shall ensure that auditors (and, where needed, technical
ledgeable of its audit processes, certification requirements and other relevant requit
ication body shall give auditors and technical experts access to an up-to-date set of
dures giving audit instructions and all relevant.irfformation on the certification activit

The certification body shall identify traihing needs and shall offer or provide acce
ng to ensure its auditors, technical expérts and other personnel involved in certificat
mpetent for the functions they perform.

The group or individual that'takes the decision on granting, refusing, maintainir
nding, restoring, or withdrawing certification, or on expanding or reducing the scope of cert
'stand the applicable standard and certification requirements, and shall have demonstratec
luate the outcomes of the-audit processes including related recommendations of the audit

The certification’body shall ensure the satisfactory performance of all personnel in
and other certification activities. There shall be a documented process for monitoring
erformance“of all persons involved, based on the frequency of their usage and the
1 to theiractivities. In particular, the certification body shall review and record the com]
nnel in-the light of their performance in order to identify training needs.

ity to apply required knowledge and skills during audits, as

viour can be
hs. Therefore,

edge about the behaviour of individuals enables a certification body to take advantage of their strengths

for personnel

The certification body shall have a process to achieve and demonstgate effective auditing, including

re, as well as

experts) are
ements. The
documented
es.

5s to specific
on activities
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7.2.1

The certification body shall monitor each auditor considering each type of managem

pnt system to

which the auditor is deemed competent. The documented monitoring process for auditors shall include a
combination of on-site evaluation, review of audit reports and feedback from clients or from the market.
This monitoring shall be designed in such a way as to minimize disturbance to the normal processes of
certification, especially from the client’s viewpoint.

7.2.11 The certification body shall periodically evaluate the performance of each auditor on-site. The
frequency of on-site evaluations shall be based on need determined from all monitoring information available.

7.3 Use of individual external auditors and external technical experts

The certification body shall require external auditors and external technical experts to have a written
agreement by which they commit themselves to comply with applicable policies and implement processes
as defined by the certification body. The agreement shall address aspects relating to confidentiality and
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impartiality and shall require the external auditorsand external technical experts to notify the certification
body of any existing or prior relationship with any organization they may be assigned to audit.

NOTE

external auditor or technical expert does not constitute outsourcing.

7.4 Personnel records

Use of an individual or employee of another organization individually contracted to serve as an

The certification body shall maintain up-to-date personnel records, including relevant qualifications,
training, experience, affiliations, professional status and competence. This includes management and
administrative personnel in addition to those performing certification activities.

7.5 Outsd

7.5.1 The
outsourcing
on behalf of
agreement c
that provide

7.5.2 Deci
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7.5.3 The
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certification body shall have a process in which it describes the conditions under
(which is subcontracting to another organization to provide part of the certification acti
he certification body) may take place. The certification body shall have alé€gally enford
bvering the arrangements, including confidentiality and conflicts of interests, with each
5 outsourced services.

sions for granting, refusing, maintaining of certification, expanding or reducing the scq
renewing, suspending or restoring, or withdrawing of certification shall not be outsou

certification body shall:
ponsibility for all activities outsourced to another body;

hat the body that provides outsourced sepyices, and the individuals that it uses, cor
rements of the certification body and!also to the applicable provisions of this p4
17021, including competence, impartiality and confidentiality;

hat the body that provides outsourced services, and the individuals that it uses, ar
, either directly or through any ether employer, with an organization to be audited, in
at impartiality could be compromised.

certification body shall.have a process for the approval and monitoring of all bodie
bourced services dsed for certification activities, and shall ensure that records d
of all personnelinvolved in certification activities are maintained.

I 7.5.1 to 7.5-45where the certification body engages individuals or employees of other organiz
ditional res@urces or expertise, these individuals do not constitute outsourcing provided th
ontracted-to operate under the certification body’s management system (see 7.3).

F 25.1to 7.5.4, the terms “outsourcing” and “subcontracting” are considered to be synonyms.
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8 Information requirements

8.1 Public information

8.1.1 The certification body shall maintain (through publications, electronic media or other means),
and make public, without request, in all the geographical areas in which it operates, information about

a) audit processes;

b) processes for granting, refusing, maintaining, renewing, suspending, restoring or withdrawing

certifica

12

tion or expanding or reducing the scope of certification;
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types of management systems and certification schemes in which it operates;
the use of the certification body’s name and certification mark or logo;
processes for handling requests for information, complaints and appeals;

policy on impartiality.

8.1.2 The certification body shall provide upon request information about:

a)
b)

c)

NOTH1 In exceptional cases, access to certain information can be limited on the request of the
securfty reasons).

NOTH2  The certification body can also make the information in 8.1.2 public by any means it ch
request, e.g. on its internet website.

8.1.3| Information provided by the certification body to any-client or to the marketpla
advertising, shall be accurate and not misleading.

8.2

8.2.1

8.2.2| The certification document(s) shall identify the following:

a)

b)

f)

g)

h)

geographical areas in which it operates;

-1:2015(E)

the status of a given certification;

the name, related normative document, scope and geographical location (city-and c
pecific certified client.

(%)

Certification documents

the name and geographical loeation of each certified client (or the geographical lo
headquarters and any sites within the scope of a multi-site certification);

the effective date of granting, expanding or reducing the scope of certification,
certification which shall'not be before the date of the relevant certification decision;

=z

OTE The certification body can keep the original certification date on the certificate whe
pses for a period of time provided that:

—

- the current certification cycle start and expiry date are clearly indicated;

- thélast certification cycle expiry date be indicated along with the date of recertification au

untry) for a

client (e.g. for

boses without

ce, including

The certification body shall provide by ahy means it chooses certification docuiments to the
certified client.

ration of the

Or renewing

n a certificate

theexpiry date or recertification due date consistent with the recertification r‘yr‘]n;

a unique identification code;

the management system standard and/or other normative document, including indication of issue

status (e.g. revision date or number) used for audit of the certified client;

the scope of certification with respect to the type of activities, products and services as applicable

at each site without being misleading or ambiguous;

the name, address and certification mark of the certification body; other marks (e.g. accreditation

symbol, client’s logo) may be used provided they are not misleading or ambiguous;

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

certification;
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i) in the event of issuing any revised certification documents, a means to distinguish the revised
documents from any prior obsolete documents.

8.3 Reference to certification and use of marks

8.3.1 A certification body shall have rules governing any management system certification mark that it
authorizes certified clients to use. These rules shall ensure, among other things, traceability back to the
certification body. There shall be no ambiguity, in the mark or accompanying text, as to what has been
certified and which certification body has granted the certification. This mark shall not be used on a product
nor product packaging nor in any other way that may be interpreted as denoting product conformity.

NOTE ISP/IEC 17030 provides additional information for use of third-party marks.

8.3.2 A cefftification body shall not permit its marks to be applied by certified clients to labaratory test,
calibration ofr inspection reports or certificates.

8.3.3 A ceftification body shall have rules governing the use of any statement on product packiaging
or in accompanying information that the certified client has a certified management system. Prpduct
packaging iy considered as that which can be removed without the prodict-disintegrating or peing
damaged. A¢companying information is considered as separately availablesor easily detachable.|Type
labels or identification plates are considered as part of the product. The statement shall in no way jmply
that the product, process or service is certified by this means. The statement shall include referencg to:

— identifidation (e.g. brand or name) of the certified client;
— the typq of management system (e.g. quality, environmetit) and the applicable standard;

— the certification body issuing the certificate.

8.3.4 The (ertification body shall through legally enforceable arrangements require that the certified ¢lient:

a) conforms to the requirements of the certification body when making reference to its certifiqation
status irf communication media such asithe internet, brochures or advertising, or other docunjents;

b) does not make or permit any misleading statement regarding its certification;
c) doesnofjuse or permitthe useofa certification document or any part thereofin a misleading manner;

d) wupon withdrawal of itsccertification, discontinues its use of all advertising matter that contgins a
referende to certification, as directed by the certification body (see 9.6.5);

e) amendslall advertising matter when the scope of certification has been reduced;

f) doesnoflallowreference to its management system certification to be used in such a way as to mply
that the|céxtification body certifies a product (including service) or process;

g) does not imply that the certification applies to activities and sites that are outside the scope of
certification;

h) does not use its certification in such a manner that would bring the certification body and/or
certification system into disrepute and lose public trust.

8.3.5 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 Such action could include requests for correction and corrective action, suspension, withdrawal of
certification, publication of the transgression and, if necessary, legal action.
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8.4 Confidentiality
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8.4.1 The certification body shall be responsible, through legally enforceable agreements, for the
management of all information obtained or created during the performance of certification activities at
all levels of its structure, including committees and external bodies or individuals acting on its behalf.

8.4.2 The certification body shall inform the client, in advance, of the information it intends to place in
the public domain. All other information, except for information that is made publicly accessible by the
client, shall be considered confidential.

8.4.3

S Information about a particular,cartified client

| EXCEpE as requlred n this parE of ISU/IEC 17021 i T bout T | ﬁ

or inglividual shall not be disclosed to a third party without the written consent of the certiffied client or

indiv]dual concerned.

8.4.4] When the certification body is required by law or authorized by contractual arranggments (such

as with the accreditation body) to release confidential information, the clignt‘or individu
shall,junless prohibited by law, be notified of the information provided.

8.4.5| Information about the client from sources other than the ¢lient (e.g. complainant
shall pe treated as confidential, consistent with the certification body’s policy.

8.4.6 Personnel, including any committee members, contractors, personnel of extern
individuals acting on the certification body’s behalf, shalldeep confidential all information
created during the performance of the certification body’s activities except as required by la

8.4.7| The certification body shall have processes’and where applicable equipment and
ensure the secure handling of confidential inforiation.

8.5

8.5.1] Information on the certification activity and requirements

The dertification body shall provide information and update clients on the following:

b)

d)

e)

f)

Information exchange betweena certification body and its clients

detailed descriptien of the initial and continuing certification activity, including the
hitial audits, surveillance audits, and the process for granting, refusing, maintaining of
xpanding or reducing the scope of certification, renewing, suspending or restoring, or
f certification;

o @ =

the normative requirements for certification;

inférmation about the fees for application, initial certification and continuing certifica

hl concerned

, regulators)

al bodies or
obtained or
W.

facilities that

application,
rertification,
withdrawing

tion;

the certification body’s requirements for clients to:

1) comply with certification requirements;

2) 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 initial certification, surveillance, recertification and resolution of complaints;

3) makeprovisions, where applicable, toaccommodate the presence of observers (e.g.accreditation

assessors or trainee auditor);

documents describing the rights and duties of certified clients, including requirements, when making
reference to its certification in communication of any kind in line with the requirements in 8.3;

information on processes for handling complaints and appeals.
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8.5.2 Notice of changes by a certification body

The certification body shall give its certified clients due notice of any changes to its requirements
for certification. The certification body shall verify that each certified client complies with the new
requirements.

8.5.3 Notice of changes by a certified client

The certification body shall have legally enforceable arrangements to ensure that the certified client
informs the certification body, without delay, of matters that may affect the capability of the management
system to continue to fulfil the requirements of the standard used for certification. These include, for
example, chgngesTelating to:

a) thelegal, commercial, organizational status or ownership;

b) organizjtion and management (e.g. key managerial, decision-making or technical staff);
c) contact pddress and sites;

d) scope ofloperations under the certified management system;

e) major changes to the management system and processes.

The certificqtion body shall take action as appropriate.

9 Process requirements
9.1 Pre-certification activities

9.1.1 Application

The certification body shall require an authofized representative of the applicant organizatipn to
provide the pecessary information to enable-it to establish the following:

a) the desired scope of the certification;

b) relevant details of the applicant” organization as required by the specific certification scheme,
including its name and theladdress(es) of its site(s), its processes and operations, human and
technicql resources, functions, relationships and any relevant legal obligations;

c) identifidation of outsourced processes used by the organization that will affect conformity to
requirements;

d) the standards‘er other requirements for which the applicant organization is seeking certification;

e) whethey corisultancy relating to the management system to be certified has been provided and,
if so, by whom.

9.1.2 Application review

9.1.2.1 The certification body shall conduct a review of the application and supplementary information
for certification to ensure that:

a) theinformation about the applicant organization and its management system is sufficient to develop
an audit programme (see 9.1.3);

b) any known difference in understanding between the certification body and the applicant
organization is resolved;

c) the certification body has the competence and ability to perform the certification activity;
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d) thescope of certification sought, the site(s) of the applicant organization’s operations, time required
to complete audits and any other points influencing the certification activity are taken into account
(language, safety conditions, threats to impartiality, etc.).

9.1.2.2 Following the review of the application, the certification body shall either accept or decline
an application for certification. When the certification body declines an application for certification as a
result of the review of application, the reasons for declining an application shall be documented and made
clear to the client.

9.1.2.3 Based on this review, the certification body shall determine the competences it needs to include

in its auditteam and for the certification decision

9.1.3| Audit programme

9.1.3{1 An audit programme for the full certification cycle shall be developed to tléarly identify the audit
activity /activities required to demonstrate that the client’s management systenvfulfils the requirements
for cqrtification to the selected standard(s) or other normative document(s). The audit programme for
the cértification cycle shall cover the complete management system requirements.

9.1.3|2 The audit programme for the initial certification shallyinclude a two-stage |nitial audit,
survdillance audits in the first and second years following the cértification decision, and a r¢certification
audit|in the third year prior to expiration of certification. The. first three-year certification|cycle begins
with the certification decision. Subsequent cycles begin with'the recertification decision (§ee 9.6.3.2.3)
The dletermination of the audit programme and any Subsequent adjustments shall consjder the size
of th¢ client, the scope and complexity of its management system, products and processes as well as
demdnstrated level of management system effectivehess and the results of any previous audits.

NOTH1 AnnexE provides a flowchart of a typical-audit and certification process.

NOTH2  The followinglist contains additionalitems that can be considered when developing or reyising an audit
programme, they might also need to be addressed when determining the audit scope and developing the audit plan:

— complaints received by the certification body about the client;
— combined, integrated or joint-audit

— chhnges to the certification requirements;

— chhnges to legal requirements;

— chpnges to acereditation requirements;

— organizationhal performance data (e.g. defect levels, key performance indicators data);

— relevant interested parties’ concerns.

NOTE 3  If specified by the industry specific certification scheme, the certification cycle can be different
from three years.

9.1.3.3 Surveillance audits shall be conducted at least once a calendar year, except in recertification
years. The date of the first surveillance audit following initial certification shall not be more than 12
months from the certification decision date.

NOTE It can be necessary to adjust the frequency of surveillance audits to accommodate factors such as
seasons or management systems certification of a limited duration (e.g. temporary construction site).

9.1.3.4 Where the certification body is taking account of certification already granted to the client and
to audits performed by another certification body, it shall obtain and retain sufficient evidence, such as
reports and documentation on corrective actions, to any nonconformity. The documentation shall support
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the fulfilling of the requirements in this part of ISO/IEC 17021. The certification body shall, based on the
information obtained, justify and record any adjustments to the existing audit programme and follow up
the implementation of corrective actions concerning previous nonconformities.

9.1.3.5 Where the client operates shifts, the activities that take place during shift working shall be
considered when developing the audit programme and audit plans.

9.1.4 Determining audit time

9.1.4.1 The certlflcatlon body shall have documented procedures for determmmg audlt time. For each
client the cef ' pIete and
effective audjit of the client’s management system

9.1.4.2 In determining the audit time, the certification body shall consider, among other things, the
following aspects:

a) therequirements of the relevant management system standard;

b) complexity of the client and its management system;

c) technolqgical and regulatory context;

d) any outdourcing of any activities included in the scope of the management system;
e) theresullts of any prior audits;

f) size and|number of sites, their geographical locations and multi-site considerations;
g) therisk$ associated with the products, processes pr dctivities of the organization;
h) whethey audits are combined, joint or integrated:

NOTE1 Tie spent travelling to and from audited sites is not included in the calculation of the duration|of the
management pystem audit days.

NOTE 2  THe certification body can use the guidelines established in ISO/IEC TS 17023 for determining the
duration of mpnagement system audit when documenting these procedures.

Where specific criteria have beenestablished for a specific certification scheme, e.g. ISO/TS 22003 or
ISO/IEC 27006, these shall be\applied.

9.1.4.3 Thg durationofthe management system audit and its justification shall be recorded.

9.1.4.4 The time spent by any team member that is not assigned as an auditor (i.e. technical experts,
translators, |nterpreters, observers and auditors-in-training) shall not count in the above establiished
duration of the-management-system-audit:

NOTE The use of translators and interpreters can necessitate additional time.

9.1.5 Multi-site sampling

Where multi-site samplingis used for the audit ofa client’s managementsystem covering the same activity
in various geographical locations, 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. Sampling is not allowed for some specific certification schemes, and where specific criteria
have been established for a specific certification scheme, e.g. ISO/TS 22003, these shall be applied.

NOTE Where there are multiple sites not covering the same activity sampling is not appropriate.
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9.1.6 Multiple management systems standards

When certification to multiple management system standards is being provided by the certification
body, the planning for the audit shall ensure adequate on-site auditing to provide confidence in the
certification.

9.2 Planning audits

9.2.1 Determining audit objectives, scope and criteria

9.2.1¢%
inclu
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ling any changes, shall be established by the certification body after discussion with'th

and criteria,
e client.

9.2.1{2 The audit objectives shall describe what is to be accomplished by the audit and ghall include
the fqllowing:
a) determination of the conformity of the client’s management system, orparts of it, with qudit criteria;
b) determination of the ability of the management system to ensure the client meets applicable
sftatutory, regulatory and contractual requirements;
NOTE A management system certification audit is not a legalotompliance audit.
c) determination of the effectiveness of the management ‘system to ensure the client can reasonably
expect to achieving its specified objectives;
d) ds applicable, identification of areas for potential improvement of the management system.
9.2.1}13 Theauditscope shall describe the extenitand boundaries of the audit, such as sites, ofganizational
units| activities and processes to be audited'Where the initial or re-certification procesf consists of
more|than one audit (e.g. covering different'sites), the scope of an individual audit may not tover the full

certification scope, but the totality of audits shall be consistent with the scope in the certificatiq

9.2.1
shall

4 The audit criteria shall be used as a reference against which conformity is detg
include:

the requirements of.a\defined normative document on management systems;

the defined processes and documentation of the management system developed by thg

ndocument.

rmined, and

client.

9.2.2] Auditteam selection and assignments

9.2.2|1 , \General

9.2.2.1.1 The certification body shall have a process for selecting and appointing the audit team,
including the audit team leader and technical experts as necessary, taking into account the competence
needed to achieve the objectives of the audit and requirements for impartiality. If there is only one auditor,
the auditor shall have the competence to perform the duties of an audit team leader applicable for that
audit. The audit team shall have the totality of the competences identified by the certification body as set
out in 9.1.2.3 for the audit.

9.2.2.1.2 Indecidingthesize and composition of the audit team, consideration shall be given to the following:
a) audit objectives, scope, criteria and estimated audit time;

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

c) theoverall competence of the audit team needed to achieve the objectives of the audit (see Table A.1);
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d) certification requirements (including any applicable statutory, regulatory or contractual
requirements);

e) language and culture.

NOTE The team leader of a combined or integrated audit is expected to have in-depth knowledge of at least
one of the standards and an awareness of the other standards used for that particular audit.

9.2.2.1.3 The necessary knowledge and skills of the audit team leader and auditors may be supplemented
by technical experts, translators and interpreters who shall operate under the direction of an auditor. Where
translators or interpreters are used, they shall be selected such that they do not unduly influence the audit.

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

9.2.2.1.4 Auditors-in-training may participate in the audit, provided an auditor is appointed ps an
evaluator. The evaluator shall be competent to take over the duties and have final responsibility for the
activities andl findings of the auditor-in-training.

9.2.2.1.5 The audit team leader, in consultation with the audit team, shall assign to each team mgmber
responsibilitly for auditing specific processes, functions, sites, areas or activities. Such assignmentg shall
take into accpunt the need for competence, and the effective and efficient'use of the audit team, as well as
different rol¢s and responsibilities of auditors, auditors-in-training anditéchnical experts. Changes to the
work assigninents may be made as the audit progresses to ensure achievement of the audit objectiyes.

9.2.2.2 Observers, technical experts and guides

9.2.2.2.1 (bservers

The presenc¢ and justification of observers duringanaudit activity shall be agreed to by the certifidation
body and client prior to the conduct of the audit. The audit team shall ensure that observers do not
unduly influpnce or interfere in the audit process or outcome of the audit.

NOTE ONhservers can be members of thé-client’s organization, consultants, witnessing accreditation body
personnel, regulators or other justified persons.

9.2.2.2.2 Technical experts

The role of fechnical experts)during an audit activity shall be agreed to by the certification body and
client prior go the conduct of the audit. A technical expert shall not act as an auditor in the audit feam.
The technicql expertsshall be accompanied by an auditor.

NOTE THe technical experts can provide advice to the audit team for the preparation, planning or audit.

9.2.2.2.3 Guides

Each auditor shall be accompanied by a guide, unless otherwise agreed to by the audit team leader and
the client. Guide(s) are assigned to the audit team to facilitate the audit. The audit team shall ensure that
guides do not influence or interfere in the audit process or outcome of the audit.

NOTE1 The responsibilities of a guide can include:
a) establishing 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 the audit
team members;

d) witnessing the audit on behalf of the client;
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e) providing clarification or information as requested by an auditor.

NOTE 2  Where appropriate, the auditee can also act as the guide.

9.2.3 Audit plan

9.2.3.1 General

-1:2015(E)

The certification body shall ensure that an audit plan is established prior to each audit identified in the audit
programme to provide the basis for agreement regarding the conduct and scheduling of the audit activities.

NOT
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audit programme is developed.

9.2.3|2 Preparing the audit plan

The qudit plan shall be appropriate to the objectives and the scope of the audit. The audit
leastinclude 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
tp be audited;

d) the datesand sites where the on-site audit activitieswill be conducted, including visits {
sfites and remote auditing activities, where appropriate;

e) the expected duration of on-site audit activities;

f) the roles and responsibilities of the ,audit team members and accompanying pers
dbservers or interpreters.

NOTH The audit plan information:can be contained in more than one document.

9.2.3|3 Communication of-audit team tasks

The tpsks given to the audit team shall be defined, and require the audit team to:

d)

D

xamine and verifythe structure, policies, processes, procedures, records and related ¢
he client relevant to the management system standard;

—

etermine that these meet all the requirements relevant to the intended scope of certi

time that the

plan shall at

DI processes

o temporary

bns, such as

ocuments of

fication;

maintained

d
determine that the processes and procedures are established, implemented and
dffectively, to provide a basis for confidence in the client’s management system;

communicate to the client, for its action, any inconsistencies between the cli
objectives and targets.

9.2.3.4 Communication of audit plan

ent’s policy,

The audit plan shall be communicated and the dates of the audit shall be agreed upon, in advance,
with the client.

9.2.3.5 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 to object to the
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appointment of any particular audit team member and for the certification body to reconstitute the
team in response to any valid objection.

9.3 Initial certification
9.3.1 Initial certification audit

9.3.1.1 General

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

9.3.1.2 Stlge 1

9.3.1.2.1 Hlanning shall ensure that the objectives of stage 1 can be met and the client shall be informed
of any “on site” activities during stage 1.

NOTE Stqige 1 does not require a formal audit plan (see 9.2.3).

9.3.1.2.2 The objectives of stage 1 are to:
a) review the client’'s management system documented information;

b) evaluatdthe client’s site-specific conditions and to undertake diScussions with the client’s perspnnel
to determine the preparedness for stage 2;

c) review the client’s status and understanding regarding requirements of the standard, in partjcular
with redpect to the identification of key performange)or significant aspects, processes, obje¢tives
and operation of the management system;

d) obtain nfecessary information regarding the scope of the management system, including:
— the glient’s site(s);
— progesses and equipment used;
— levels of controls established (particularly in case of multisite clients);
— applicable statutory and\regulatory requirements;
e) review the allocation ofirésources for stage 2 and agree the details of stage 2 with the client;

f) provide|a focus €or planning stage 2 by gaining a sufficient understanding of the client’s
management system and site operations in the context of the management system standard or
other nqrmatiye document;

g) evaluatdifthe internal audits and managementreviews are heing planned and performed, and thht the
level of implementation of the management system substantiates that the client is ready for stage 2.

NOTE If at least part of stage 1 is carried out at the client’s premises, this can help to achieve the objectives
stated above.

9.3.1.2.3 Documented conclusions with regard to fulfilment of the stage 1 objectives and the readiness
for stage 2 shall be communicated to the client, including identification of any areas of concern that could
be classified as a nonconformity during stage 2.

NOTE The stage 1 output does not need to meet the full requirements of a report (see 9.4.8).

9.3.1.2.4 In determining the interval between stage 1 and stage 2, consideration shall be given to the
needs of the client to resolve areas of concern identified during stage 1. The certification body may also
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need to revise its arrangements for stage 2. If any significant changes which would impact the management
system occur, the certification body shall consider the need to repeat all or part of stage 1. The client shall
be informed that the results of stage 1 may lead to postponement or cancellation of stage 2.

9.3.1.3 Stage 2

The purpose of stage 2 is to evaluate the implementation, including effectiveness, of the client’s
management system. The stage 2 shall take place at the site(s) of the client. It shall include the auditing
of at least the following:

a) information and evidence about conformity to all requirements of the applicable management

S ;
b) gerformance monitoring, measuring, reporting and reviewing against key perfofmange objectives
nd targets (consistent with the expectations in the applicable management system|standard or
dther normative document);
c) the client’'s management system ability and its performance regarding meeting of applicable

v

tatutory, regulatory and contractual requirements;

d) dperational control of the client’s processes;

LK
—

internal auditing and management review;

f) management responsibility for the client’s policies.

9.3.114 Initial certification audit conclusions

The qudit team shall analyse all information and‘audit evidence gathered during stage 1 ahd stage 2 to
review the audit findings and agree on the audi’conclusions.

9.4 |Conducting audits

9.4.1] General

The dertification body shall have a process for conducting on-site audits. This process shdll include an
opening meeting at the start of the audit and a closing meeting at the conclusion of the audjt.

Wheie any part of the audit is made by electronic means or where the site to be audit¢d is virtual,
the cprtification body;shall ensure that such activities are conducted by personnel with|appropriate
competence. The.evidence obtained during such an audit shall be sufficient to enable the ayditor to take
an informed decision on the conformity of the requirement in question.

NOTE “On=site” audits can include remote access to electronic site(s) that contain(s) inforrpation that is
relevgntto-the audit of the management system. Consideration can also be given to the use of ele¢tronic means
for copducting audits.

9.4.2 Conducting the opening meeting

A formal opening meeting, shall be held with the client’s management and, where appropriate, those
responsible for the functions or processes to be audited. The purpose of the opening meeting, usually
conducted by the audit team leader, is to provide a short explanation of how the audit activities will
be undertaken. The degree of detail shall be consistent with the familiarity of the client with the audit
process and shall consider the following:

a) introduction of the participants, including an outline of their roles;

b) confirmation of the scope of certification;
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c) confirmation of the audit plan (including type and scope of audit, objectives and criteria), any
changes, and other relevant arrangements with the client, such as the date and time for the closing
meeting, interim meetings between the audit team and the client’s management;

d) confirmation of formal communication channels between the audit team and the client;

e) confirmation that the resources and facilities needed by the audit team are available;

f) confirmation of matters relating to confidentiality;

g) confirmation of relevant work safety, emergency and security procedures for the audit team;

h) confirmptiomof theavaitabitity, Totesamd-identities of any guides amd observers;

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

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

k) confirmption that the audit team leader and audit team representing the gertification bd

respons
and aud

ble for the audit and shall be in control of executing the audit plan including audit acti
t trails;

1) confirmption of the status of findings of the previous review or audit, if\@pplicable;

m) method

and procedures to be used to conduct the audit based on.sampling;

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

0) confirmption that, duringthe audit, the client will be kept informed of audit progress and any cong

p) opportunity for the client to ask questions.

94.3 Com

munication during the audit

dy is
vities

erns;

9.4.3.1 Dufing the audit, the audit team shall periodically assess audit progress and exchange

information.

The audit team leader shall reassign work as needed between the audit team member

periodically Fommunicate the progress ofthe audit and any concerns to the client.

9.4.3.2 Wi
suggests the

ere the available audit evidence indicates that the audit objectives are unattainak
presence of an immediate and significant risk (e.g. safety), the audit team leader shall 1

this to the client and, if possible, to the certification body to determine appropriate action. Such 3

may include

reconfirmation. or modification of the audit plan, changes to the audit objectives or

scope, or ternination @fithe audit. The audit team leader shall report the outcome of the action tal
the certificatfion body.

s and

le or
eport
ction
audit
ten to

which

9.4.3.3 Thp.dudit team leader shall review with the client any need for changes to the audit scope {

becomes app
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9.4.4 Obtaining and verifying information

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

9.4.4.2 Me

thods to obtain information shall include, but are not limited to:

a) interviews;

b) observation of processes and activities;
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c) review of documentation and records.

9.4.5 Identifying and recording audit findings

9.4.5.1 Auditfindings summarizing conformity and detailing nonconformity shall be identified, classified
and recorded to enable an informed certification decision to be made or the certification to be maintained.

9.4.5.2 Opportunities for improvement may be identified and recorded, unless prohibited by the
requirements of a management system certification scheme. Audit findings, however, which are

nonconformities, shall not be recorded as opportunities for improvement.

9.4.5
a cle
nonc
accur
the cd

9.4.5
and t

9.4.6
Unde
a)

I

—

3 A finding of nonconformity shall be recorded against a specific requirement, and
hr statement of the nonconformity, identifying in detail the objective evidenee o

ate and that the nonconformities are understood. The auditor however shallrefrain fro
luse of nonconformities or their solution.

4 The audit team leader shall attempt to resolve any diverging ©pinions between th
he client concerning audit evidence or findings, and unresolved\points shall be recorde

Preparing audit conclusions
' the responsibility of the audit team leader and prigy to the closing meeting, the audi

eview the audit findings, and any other appropriate information obtained during the 3
he audit objectives and audit criteria and classify the nonconformities;

b)

‘)
d)

9.4.7

9.4.7
mang
of thé
inclu
mant]

NOTE

ree upon the audit conclusions, taking.into account the uncertainty inherent in the a
ree any necessary follow-up actions;

nfirm the appropriateness of the audit programme or identify any modification requiy
dits (e.g. scope of certification,audit time or dates, surveillance frequency, audit team

Conducting the closing meeting

1 A formal closihg meeting, where attendance shall be recorded, shall be held wit
gementand, wheve appropriate, those responsible for the functions or processesaudited
closing meetirig, usually conducted by the audit team leader, is to present the audit

er thatthey are understood, and the timeframe for responding shall be agreed.

“Understood” does not necessarily mean that the nonconformities have been accepted b

shall contain
n which the

pnformity is based. Nonconformities shall be discussed with the client to ensurre that thie evidence is

m suggesting

e audit team
d.

[ team shall:

udit, against

udit process;

ed for future
fompetence).

h the client’s
Thepurpose
conclusions,

ling the récommendation regarding certification. Any nonconformities shall be presenfted in such a

ly the client.

9.4.7.2 The closing meeting shall also include the following elements where the degree of detail shall
be consistent with the familiarity of the client with the audit process:

a) advising the client that the audit evidence obtained 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 identified during the audit;
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e) the certification body’s post audit activities;

f) information about the complaint and appeal handling processes.

9.4.7.3 The client shall be given opportunity for questions. Any diverging opinions regarding the audit
findings or conclusions between the audit team and the client shall be discussed and resolved where possible.
Any diverging opinions that are not resolved shall be recorded and referred to the certification body.

9.4.8 Auditreport

9.4.8.1 The

may identify]
the audit rep

9.4.8.2 Th
its content. T
informed cej

a) identifig

b) the nam|
c) thetypd
d) the audi
e) theaudi

f) the audit scope, particularly identification of the organizational or functional units or prod

audited

g) anydev

h) any signliificant issues impacting on the Qudit programme;

i) identifig

j) the dats
were co

k) audit fin
of the ty]

1) significant changes, if any, that affect the management system of the client since the last audit took

m) any unr

...........

opportunities for improvement but shall not recommend specific solutions. Ownersl
ort shall be maintained by the certification body.

e audit team leader shall ensure that the audit report is prepared and shall be responsik

tification decision to be made and shall include or refer to the following:
ation of the certification body;

e and address of the client and the client’s representative;

of audit (e.g. initial, surveillance or recertification audit or special audits);
L criteria;

L objectives;

hnd the time of the audit;

ation from the audit plan and their feasons;

ation of the audit team leader, audit team members and any accompanying persons;

s and places where the audit activities (on site or offsite, permanent or temporary
hducted;

dings (see 9.4.5)/reference to evidence and conclusions, consistent with the requirer
pe of audit;

bsolved issues, if identified;

hip of

le for

he audit report shall provide an accurate, concise and clear record of the audit to enable an

esses

sites)

nents

pblace;

n) where applicable, whether the audit is combined, joint or integrated;

0) a disclaimer statement indicating that auditing is based on a sampling process of the available
information;

p) recomm

endation from the audit team

q) theaudited clientis effectively controlling the use ofthe certification documents and marks, ifapplicable;

r) verification of effectiveness of taken corrective actions regarding previously identified
nonconformities, if applicable.

9.4.8.3 The report shall also contain:
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summary of the evidence relating to:

-1:2015(E)

a statement on the conformity and the effectiveness of the management system together with a

— thecapability of the management system to meetapplicable requirements and expected outcomes;

— the internal audit and management review process;

a)

b) a
c c
9.4.9

conclusion on the appropriateness of the certification scope;

onfirmation that the audit objectives have been fulfilled.

Cause analysis of nonconformities

The dertification body shall require the client to analyse the cause and describe the specif]
and dorrective actions taken, or planned to be taken, to eliminate detected nonconformit
definpd time.

9.4.10 Effectiveness of corrections and corrective actions

The dertification body shall review the corrections, identified causes and corrective acti
by thg client to determine if these are acceptable. The certificationbody shall verify the
of anfy correction and corrective actions taken. The evidence~ebtained to support t

of n

verifi
docu
and ¢

NOTE
of dod
activi

9.5

9.5.1

9.5.1
grant
certif]
audit

9.5.1
to ma
with
certif

ic correction
ies, within a

conformities shall be recorded. The client shall be informed of the result of the
cation. The client shall be informed if an additional full audit, an additional limif
mented evidence (to be confirmed during future audits)will be needed to verify effectiy
orrective actions.

Verification of effectiveness of correction and.corrective action can be carried out base
umented information provided by the client, or‘4vhere necessary, through verification on-sit
Ly is done by a member of the audit team.

Certification decision
General

1 The certification body shall ensure that the persons or committees that make the

ing or refusing certificdtion, expanding or reducing the scope of certification, suspending
cation, withdrawingeertification or renewing certification are different from those who ¢
5. The individualfs)-appointed to conduct the certification decision shall have appropriate

2 The pérson(s) [excluding members of committees (see 6.1.4)] assigned by the certi
ke a certification decision shall be employed by, or shall be under legally enforceable
bither the certification body or an entity under the organizational control of the certific
icdtion body’s organizational control shall be one of the following:

s submitted
ffectiveness

0}
e resolution

review and
ed audit, or
e correction

d on a review
e, Usually this

decisions for
p Or restoring
irried out the
competence.

fication body
hrrangement
ation body. A

a)
b)

)

whole or majority ownership of another entity by the certification body;

majority participation by the certification body on the board of directors of another entity;

a documented authority by the certification body over another entity in a network of legal entities

(in which the certification body resides), linked by ownership or board of director control.

NOTE

For governmental certification bodies, other parts of the same government can be considered to be
“linked by ownership” to the certification body.

9.5.1.3 The persons employed by, or under contract with, entities under organizational control shall
fulfil the same requirements of this part of ISO/IEC 17021 as persons employed by, or under contract

with,

the certification body.
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9.5.1.4 The certification body shall record each certification decision including any additional
information or clarification sought from the audit team or other sources.

9.5.2 Actions prior to making a decision

The certification body shall have a process to conduct an effective review prior to making a decision
for granting certification, expanding or reducing the scope of certification, renewing, suspending or
restoring, or withdrawing of certification, including, that

a) theinformationprovidedbytheauditteamissufficientwithrespecttothe certificationrequirements
and the scope for certification;

b) for any|major nonconformities, it has reviewed, accepted and verified the correctioy and
correctiyve actions;

c) for any minor nonconformities it has reviewed and accepted the client’s plan for correctioh and
correctipe action.

9.5.3 Information for granting initial certification

9.5.3.1 Thg information provided by the audit team to the certification-'body for the certifigation
decision shall include, as a minimum:

a) the audif report;

b) commerlts on the nonconformities and, where applicable, the correction and corrective adtions
taken byf the client;

c) confirmlation of the information provided to the-certification body used in the applidation
review (see 9.1.2);

d) confirmption that the audit objectives have been achieved;

e) arecommendationwhetherornottograntcertification,togetherwithany conditionsorobservations.

9.5.3.2 If the certification body is nef.able to verify the implementation of corrections and corr¢ctive
actions of anly major nonconformity ‘within 6 months after the last day of stage 2, the certification|body
shall conducf another stage 2 prior to recommending certification.

9.5.3.3 WHhen atransfer of'eertification is envisaged from one certification body to another, the accdpting
certification |body shalLliave a process for obtaining sufficient information in order to take a decisipn on
certification

NOTE Ceptification schemes can have specific rules regarding the transfer of certification.

9.5.4 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.

9.6 Maintaining certification

9.6.1 General

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
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based on a positive conclusion by the audit team leader without further independent review and decision,
provided that:

a)

b)

9 6 2 o =3y P
0. JSUI VCIIIAIILT dUUVILITS

9.6.2|1 General

9.6.2]11.1 The certification body shall develop its surveillance activities so thatrepresentat
functjons covered by the scope of the management system are monitored ona.regular basis,
accoynt changes to its certified client and its management system.

9.6.2{1.2 Surveillance activities shall include on-site auditing of\the certified client’s
system’s fulfilment of specified requirements with respect to the standard to which the cqg
granted. Other surveillance activities may include:

a)
b)

c)
d)

9.6.2|2 Surveillance audit

Survg
together with the other surveillance activities so that the certification body can maintai
that ghe client’s certified management system continues to fulfil requirements between r¢
auditk. Each surveillanee‘for the relevant management system standard shall include:

a)
b)
‘)
d)

e)
f)
g)
h)

enquiries from the certification body to the certified«lient on aspects of certification;

reviewing any certified client’s statements with“respect to its operations (e.g.
material, website);

requests to the certified client to provide documented information (on paper or electr

dther means of monitoring the certified client’s performance.

internal audits.and management review;
dreview pofactions taken on nonconformities identified during the previous audit;

domplaints handling;

for any major nonconformity or other situation that may lead to suspension or withdrawal of
certification, the certification body has a system that requires the audit team leader to report to the
certification body the need to initiate a review by competent personnel (see 7.2.8), different from
those who carried out the audit, to determine whether certification can be maintained;

competentpersonnel ofthe certification body monitorits surveillance activities, includingmonitoring
the reporting by its auditors, to confirm that the certification activity is operating effectively.

ve areas and
and take into

management
rtification is

promotional

bnic media);

illance audits are on-site;dudits, but are not necessarily full system audits, and shalll be planned

h confidence
certification

ffoctiveness of the management cycfnm with rng:\rr‘] to nr‘hinving the certified clien
o

’s objectives

and the intended results of the respective management system (s);
progress of planned activities aimed at continual improvement;
continuing operational control;

review of any changes;

use of marks and/or any other reference to certification.

© ISO/IEC 2015 - All rights reserved

29


https://iecnorm.com/api/?name=0bbe02f2b7545a0a8143a32e6f3b8c87

ISO/IEC 17

021-1:2015(E)

9.6.3 Recertification

9.6.3.1 Recertification audit planning

9.6.3.1.1 Thepurpose oftherecertification auditis to confirm the continued conformity and effectiveness
of the management system as a whole, and its continued relevance and applicability for the scope of
certification. A recertification audit shall be planned and conducted to evaluate the continued fulfilment of
all of the requirements of the relevant management system standard or other normative document. This
shall be planned and conducted in due time to enable for timely renewal before the certificate expiry date.

9.6.3.1.2 T
consider the

9.6.3.1.3 K

significant chhanges to the management system, the organization, or the context in which'the managg

system is op

NOTE Su
to perform a 9

system in order to enhance overall performance;

9.6.3.2 Re
9.6.3.2.1 1
a) the effe

changes
b) demons
c) theeffeq

and the
9.6.3.2.2 K

corrective ag

9.6.3.2.3
existing cert
existing cert

9.6.3.2.4 1
is unable to ¥

e Tecertification activity shattinctude the Teview of previous survetttance auditrepor
performance of the management system over the most recent certification cycle.

ecertification audit activities may need to have a stage 1 in situations where there have

brating (e.g. changes to legislation).

ch changes can occur atany time during the certification cycle and the certification body migh
pecial audit (see 9.6.4), which might or might not be a two-stage audit.

certification audit
he recertification audit shall include an on-site audit'that addresses the following:

and its continued relevance and applicability-to the scope of certification;

‘rated commitment to maintain the effeg¢tiveness and improvement of the manage

tiveness of the management systemwith regard to achieving the certified client’s obje
ntended results of the respective management system (s).

or any major nonconformity;the certification body shall define time limits for correctio
tions. These actions shall-be implemented and verified prior to the expiration of certific

Vhen recertification activities are successfully completed prior to the expiry date ¢
ification, the expiry date of the new certification can be based on the expiry date
fication. Thedssue date on a new certificate shall be on or after the recertification deci

 the certification body has not completed the recertification audit or the certification
rerify.the implementation of corrections and corrective actions for any major nonconfo

(see9.5.2.1)

s and

been
ment

I need

Ctiveness of the management system in its entirety in the light of internal and extlernal

ment

rtives

n and

htion.

f the
f the
sion.

body
rmity

rioT to the expiry date of the certification, then recertification shall not be recommendé

d and

the validity of the certification shall not be extended. The client shall be informed and the consequences
shall be explained.

9.6.3.2.5 Following expiration of certification, the certification body can restore certification within 6
months provided that the outstanding recertification activities are completed, otherwise at least a stage
2 shall be conducted. The effective date on the certificate shall be on or after the recertification decision
and the expiry date shall be based on prior certification cycle.
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9.6.4 Special audits

9.6.4.1 Expanding scope

The certification body shall, in response to an application for expanding the scope of a certification
already granted, undertake a review of the application and determine any audit activities necessary
to decide whether or not the extension may be granted. This may be conducted in conjunction with a

surveillance audit.

9.6.4.

2 Short-notice audits

It maly be necessary for the certification body to conduct audits of certified clients at sh

unan
In su
a) t
d

b) t

—

9.6.5

9.6.5
witha
certif

9.6.5

t
I

- ct

9.6.5

9.6.5

hounced to investigate complaints, or in response to changes, or as follow up on suspe
th cases:

ocuments as described in 8.5.1) the conditions under which such auditswill be condu

he certification body shall exercise additional care in the assignment.of the audit teal
he lack of opportunity for the client to object to audit team members.

Suspending, withdrawing or reducing the scope of certification

1 The certification body shall have a policy and documented procedure(s) for
rawal or reduction of the scope of certification, @nd shall specify the subsequent a
ication body.

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

he client’s certified management system has persistently or seriously failed to meet

equired frequencies;

he certified client has veluntarily requested a suspension.
3 Under suspension, the client’s management system certification is temporarily iny

4 The certification body shall restore the suspended certification if the issue that

in thd

in a fime established by the certification body shall result in withdrawal or reduction of

b suspension has been resolved. Failure to resolve the issues that have resulted in th

equirements, including requirements for the effectiveness of the management systent;

brt notice or
nded clients.

he certification body shall describe and make known in advance to theicertified clients (e.g. in

cted;

n because of

suspension,
tions by the

certification

)

he certified client does not allow surveillance or recertification audits to be conducted at the

alid.

has resulted
b suspension
the scope of

certiffcation.

NOT I most cases, the suspension would Not exceed SiX Montns.

9.6.5.5 The certification body shall reduce the scope of certification to exclude the parts not meeting
the requirements, when the certified 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.

9.7 Appeals

9.7.1 The certification body shall have a documented process to receive, evaluate and make
decisions on appeals.
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9.7.2 The certification 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 process are
different from those who carried out the audits and made the certification decisions.

9.7.3 Submission, investigation and decision on appeals shall not result in any discriminatory actions

against the a

ppellant.

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

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

b) trackingand recording appeals, including actions undertaken to resolve them;

c) ensuring that any appropriate correction and corrective action are taken.

9.7.5 The fertification body receiving the appeal shall be responsible for gathering/and verifyihg all

necessary information to validate the appeal.

9.7.6 The rertification body shall acknowledge receipt of the appeal and shall provide the appgllant

with progreds reports and the result of the appeal.

9.7.7 The ¢ecision to be communicated to the appellant shall be made by, or reviewed and approvgd by,

individual(s] not previously involved in the subject of the appeal;

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

handling pracess.

9.8 Compllaints

9.8.1 The
handling prdg

9.8.2 Subn
actions agair

certification body shall be responsible for all decisions at all levels of the compl
cess.

hission, investigation and decision on complaints shall not result in any discrimin
st the complainant.

9.8.3 Upon receipt of a complaint, the certification body shall confirm whether the complaint r

to certificati
to a certified
managemen

bn activitiessthat it is responsible for and, if so, shall deal with it. If the complaint r
client, thén examination of the complaint shall consider the effectiveness of the cer
systenn

hints-

atory

blates
blates
tified

9.84 Any

yalid complaint about a certified client shall also be referred by the certification body

lo the

certified client in question at an appropriate time.

9.8.5 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.

9.8.6 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 need to be taken in response to it;

b) tracking and recording complaints, including actions undertaken in response to them;

c) ensuring that any appropriate correction and corrective action are taken.
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NOTE ISO 10002 provides guidance for complaints handling.

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

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

9.8.9 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.

9.8.10 Whenever possible, the certification body shall give formal notice of the’|end of the
compllaints-handling process to the complainant.

9.8.111 The certification body shall determine, together with the certified client and the gomplainant,
whether and, if so to what extent, the subject of the complaint and its resolution’shall be malde public.

9.9 |Client records

9.9.1| The certification body shall maintain records on the audit-and other certification activities for all
clients, including all organizations that submitted applications, aiid all organizations audited, certified, or
with tertification suspended or withdrawn.

9.9.2[ Records on certified clients shall include the following:
a) dpplication information and initial, surveillance and recertification audit reports;
b) certification agreement;

c) justification of the methodology usedfor sampling of sites, as appropriate;

=z

OTE Methodology of sampling includes the sampling employed to audit the specificl management
ystem and/or to select sites in-the context of multi-site audit.

w0

d) justification for auditor, time determination (see 9.1.4);

—

e) Verification of correction and corrective actions;

f) records of complaints and appeals, and any subsequent correction or corrective action

4

g) dommitteedeliberations and decisions, if applicable;

h) documentation of the certification decisions;

1) riification r‘]nr‘nmnnfc, inr‘]nr‘]ing the scope of certification with rncpﬂr‘f to prndnr‘ , 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;

k) audit programmes.

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.

© ISO/IEC 2015 - All rights reserved 33


https://iecnorm.com/api/?name=0bbe02f2b7545a0a8143a32e6f3b8c87

ISO/IEC 17021-1:2015(E)

9.9.4 The certification body shall have a documented policy and documented procedures on the
retention of records. Records of certified clients and previously certified clients shall be retained for the

duration of the current cycle plus one full certification cycle.

NOTE

10 Management system requirements for certification bodies

10.1 Options

The certificg
is capable of
of ISO/IEC 1
implement a

a) general

b) manage
10.2 Optio

10.2.1 Gen

The certificg
capable of sy
ISO/IEC 170

The certific

obody-shatestabtish—d - R

supporting and demonstrating the consistent achievement of the requirements ofithi
F021. In addition to meeting the requirements of Clauses 5 to 9, the certification\body
management system in accordance with either:

management system requirements (see 10.2); or

ment system requirements in accordance with ISO 9001 (see 10.3).

n A: General management system requirements

bral

tion body shall establish, document, implement and‘maintain a management system {
pporting and demonstrating the consistent achieyement of the requirements of this p
1.

hition body’s top management shall establish and document policies and objective

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

that
b part
shall

hat is
art of

s for

its activitie§. The top management shall providexvévidence of its commitment to the develogment

and implemeéntation of the management system_ ih accordance with the requirements of this part of

ISO/IEC 170P1. The top management shall ensiire that the policies are understood, implemented and

maintained qt all levels of the certification body’s organization.

The certificgtion body’s top managementshall assign responsibility and authority for:

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

b) reporting to top managenient on the performance of the management system and any nedd for
improvgment.

10.2.2 Marlagementsystem manual

All applicabl

e fequirements of this part of ISO/IEC 17021 shall be addressed either in a manual

associated

or in

ocuments. The certification hndy shall ensure that the manual and relevant assod

iated

documents are accessible to all relevant personnel.

10.2.3 Control of documents

The certification body shall establish procedures to control the documents (internal and external) that
relate to the fulfilment of this part of ISO/IEC 17021. The procedures shall define the controls needed to:

a) approve documents for adequacy prior to issue;
b) review and update where necessary and re-approve documents;
c) ensure that changes and the current revision status of documents are identified;

d) ensure thatrelevant versions of applicable documents are available at points of use;
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ensure that documents remain legible and readily identifiable;
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ensure that documents of external origin are identified and their distribution controlled;

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

NOTE

Documentation can be in any form or type of medium.

10.2.4 Control of records

The certification body shall establish procedures to define the controls needed for the identification,
stora
this g

The d
conty
arrar

NOTE

10.2,

10.2,

The d
at planned intervals to ensure its continuing suitability, adequacy and effectiveness, includi
polic
condyicted at least once a year.

10.2.

The i

a)
b)
c)
d)
e)
f)
g)
h)
i)

I

f

Ee, protection, retrieval, retention time and disposition of its records related to the

art of ISO/IEC 17021.

ertification body shall establish procedures for retaining records for a period-consig
actual and legal obligations. Access to these records shall be consistent with the co
gements.

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

5.1 General

ertification body’s top management shall establishhprocedures to review its manage

5.2 Review inputs

hput to the management review shall include information related to:
esults of internal and external audits;

pedback from clients and interested parties;

pfeguarding impartiality;

he status of corrective actions;

he status.6f-actions to address risks;

bllow-up actions from previous management reviews;

fulfilment of

tent with its
nfidentiality

ment system
hg the stated

es and objectives related to the fulfilment ofthis part of ISO/IEC 17021. These reviews shall be

t

hefalfilment of objectives;

C

hanges that could affect the management system;

appeals and complaints.

10.2.5.3 Review outputs

The outputs from the management review shall include decisions and actions related to

a)
b)

)

improvement of the effectiveness of the management system and its processes;

improvement of the certification services related to the fulfilment of this part of ISO/IEC 17021;

r

esource needs;
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d) revisions of the organization’s policy and objectives.
10.2.6 Internal audits

10.2.6.1 The certification body shall establish procedures for internal audits to verify that it fulfils the
requirements of this part of ISO/IEC 17021 and that the management system is effectively implemented
and maintained.

NOTE ISO 19011 provides guidelines for conducting internal audits.

10.2.6.2 Anaudit programme shallhe p]annar’], falzihg intoconsiderationthe impr\rfanrn ofthe progesses

and areas tobe audited, as well as the results of previous audits.

10.2.6.3 Internal audits shall be performed at least once every 12 months. The frequency“of internal
audits may be reduced if the certification body can demonstrate that its management system continties to
be effectively implemented according to this part of ISO/IEC 17021 and has proven stability.

10.2.6.4 The certification body shall ensure that:

a) internaljaudits are conducted by competent personnel knowledgeable'in‘certification, auditinig and
the requirements of this part of ISO/IEC 17021;

b) auditorqdo not audit their own work;
c) personnel responsible for the area audited are informed gf the outcome of the audit;
d) any actipns resulting from internal audits are taken inia timely and appropriate manner;

e) any oppprtunities for improvement are identified.

10.2.7 Corrective actions

The certification body shall establish procedures for identification and management of nonconforrities
in its operatjons. The certification body shall also, where necessary, take actions to eliminate the chuses
of nonconformities in order to preventrecurrence. Corrective actions shall be appropriate to the itnpact
of the probldms encountered. The precedures shall define requirements for:

a) identify]ng nonconformities-(e.g. from valid complaints and internal audits);
b) determihing the causes.of nonconformity;
c) correcting noncenformities;

d) evaluatipg thejneed for actions to ensure that nonconformities do not recur;

e) determihingandimplementinginatimely manner the actionsneeded;

f) recording the results of actions taken;

g) reviewing the effectiveness of corrective actions.
10.3 Option B: Management system requirements in accordance with ISO 9001

10.3.1 General

The certification body shall establish and maintain a management system, in accordance with the
requirements of ISO 9001, which is capable of supporting and demonstrating the consistent achievement
of the requirements of this part of ISO/IEC 17021, amplified by 10.3.2 to 10.3.4.
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10.3.2 Scope

For application of the requirements of ISO 9001, the scope of the management system shall include the
design and development requirements for its certification services.

10.3.3 Customer focus

For application of the requirements of ISO 9001, when developing its management system, the
certification body shall consider the credibility of certification and shall address the needs of all parties
(as set out in 4.1.2) that rely upon its audit and certification services, not just its clients.

10.3.4 Management review

For gpplication of the requirements of ISO 9001, the certification body shall include |as input for
manggement review, information on relevant appeals and complaints from wusers of |certification
activities and a review of impartiality.

© ISO/IEC 2015 - All rights reserved 37


https://iecnorm.com/api/?name=0bbe02f2b7545a0a8143a32e6f3b8c87

ISO/IEC 17021-1:2015(E)

A.1 Gene

Table A.1 spsg
functions. “X
skills. The k
text followin

Annex A
(normative)

Required knowledge and skills

ral

Table A.1 — Table of knowledge and skills

cifies the knowledge and skills that a certification body shall define for specific ceriifidation
” indicates that the certification body shall define the criteria and depth of knpwledge and
howledge and skill requirements specified in Table A.1 are explained in more détail
g the table and are referenced by the number in parenthesis.

n the

KnoV

yledge and skills

Certification functiens

Conducting the applica-
tion review to determine
audit team competence
required, to select the
audit team members, and
to determine the audit

Reviewing audit
reports and making
cextification decisions

Auditing and ]
ing the audit t

ead-
pam

time
Knowledge ¢f business management X (see A.2.]1)
practices
Knowledge ¢f audit principles, prac- X (see A.3.1) X (see A.2.7)
tices and te¢hniques
Knowledge pf specific management X{(see A.4.1) X (see A.3.2) X (see A.2.8)
system stafjdards/normative doc-
uments
Knowledge |of certification body's X (see A.4.2) X (see A.3.3) X (see A.2.4)
processes
Knowledge of client’s business sector X (see A.4.3) X(see A.3.4) X (see A.2.5)
Knowledge pf client preducts, pro- X (see A.4.4) X (see A.2.0)
cesses and drganizatiou
Language skills appropriate to all X (see A.2.T)
levels within the.client organization
Note_takinglnnd rnpnrt_"l\'rrl'ﬁng slkills X (cnn A2 3)
Presentation skills X (see A.2.9)

Interviewing skills

X (see A.2.10)

Audit-management skills

X (see A.2.11)

NOTE Risk and complexity are other considerations when deciding the level of expertise needed for any of these functions.

A.2 Competence requirements for management systems auditors

A.2.1 Knowledge of business management practices

Knowledge of general organization types, size, governance, structure and work place practices,

information and data systems, documentation systems, and information technology.
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