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Foreword

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-gove
assessment, {
International S

International S

Draft Internatig
Standard requ
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Hretidal, 1M nalovurm Witlh To'U  allu TGO, dloU IdRT pPdadlit 1T 1T WUTR. TIT UTS TITiU U LUIT IOI'mIty
ne ISO Committee on conformity assessment (CASCO) is responsible for the development of
fandards and Guides.

tandards are drafted in accordance with the rules given in the ISO/IEC Directives, Part 2,

nal Standards are circulated to the national bodies for voting. Publicatien as an International
res approval by at least 75 % of the national bodies casting a vote.

Attention is drawn to the possibility that some of the elements of this documentymay be the subject of patent

rights. 1ISO shz

ISO/IEC 17021

Il not be held responsible for identifying any or all such patent‘rights.

was prepared by the ISO Committee on conformity assessment (CASCO).

It was circulated for voting to the national bodies of both ISO“and IEC, and was approved by both

organizations.

This first editio
which have be

n of ISO/IEC 17021 cancels and replaces ISO/IEC Guide 62:1996 and ISO/IEC Guide 66:1999,
en combined and technically revised.
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Introduction

Certification of a management system, such as a quality or environmental management system of an
organization, is one means of providing assurance that the organization has implemented a system for the

manag

ement of the relevant aspects of its activities, in line with its policy.

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

Certifio
the org

Confor,
organij

In this
princip

ing the recognition of management system certification in the interests of international tra

ation of a management system provides independent demonstration that, the managen
anization

hforms to specified requirements,
capable of consistently achieving its stated policy and objectives, and
effectively implemented.

mity assessment such as certification of a management system thereby provides
ation, its customers and interested parties.

nternational Standard, Clause 4 describes.th€’principles on which credible certification ig
es help the reader to understand the essential nature of certification and they are a nec

to Cla

ses 5 to 10. These principles underpin®all the requirements in this International Stan

a competent,
ptance of their
foundation for
de.

nent system of

value to the

based. These
essary prelude
Hard, but such

principles are not auditable requirementsiin their own right. Clause 10 describes two alterpative ways of
supporting and demonstrating the consistent achievement of the requirements in this Internat

throug

This In
system
field of
certific
with ofl

Certifig

the establishment of a management system by the certification body.

ternational Standard is intended for use by bodies that carry out audit and certification g
s. It gives generic requirements for such certification bodies performing audit and cer

quality, environmental and other forms of management systems. Such bodies are
htion bodies. This wording should not be an obstacle to the use of this International Stan
ner designations that undertake activities covered by the scope of this document.

ation activities involve the audit of an organization's management system. The form o

conformity ofian organization's management system to a specific management system sta

normat

iverrequirements is normally a certification document or a certificate.

onal Standard

f management
ification in the
referred to as
dard by bodies

f attestation of
ndard or other
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INTERNATIONAL STANDARD ISO/IEC 17021:2006(E)

Conformity assessment — Requirements for bodies providing
audit and certification of management systems

1 Sannn

UPU

This ILernationaI Standard contains principles and requirements for the competenée;-cgnsistency and
impartiplity of the audit and certification of management systems of all types (e.g- quality management
systemns or environmental management systems) and for bodies providing these activities. Cert|fication bodies
operating to this International Standard need not offer all types of management system certificafion.
Certifidation of management systems (named in this International Standard “certification”) is a third-party
conforrity assessment activity (see ISO/IEC 17000:2004, 5.5). Bodies petforming this activity are therefore
third-party conformity assessment bodies (named in this International Standard “certification body/bodies”).

NOTE 1 Certification of a management system is sometimes also ¢alled “registration”, and certification bodies are
sometimes called “registrars”.

NOTE 2 A certification body can be non-governmental or govérnmental (with or without regulatory authprity).

NOTE 3 This International Standard can be used as a ériteria document for accreditation or peer assg¢ssment or other
audit prpcesses.

2 Normative references
The fdllowing referenced documents_dre indispensable for the application of this document. For dated
refererices, only the edition cited!applies. For undated references, the latest edition of {he referenced
document (including any amendments) applies.

ISO 9000:2005, Quality management systems — Fundamentals and vocabulary

ISO 19011:2002, Guidelines for quality and/or environmental management systems auditing")

ISO/IELC 17000:2004, Conformity assessment — Vocabulary and general principles

3 Terms and definitions

For the purposes of this document, the terms and definitions given in 1ISO 9000, ISO/IEC 17000 and the
following apply.

31
certified client
organization whose management system has been certified

1) References in this document to the relevant guidance in ISO 19011 apply to the auditing of all other types of
management systems.

© 1SO 2006 — Al rights reserved 1
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3.2
impartiality

actual and perceived presence of objectivity

NOTE 1

subsequent activities of the certification body.

NOTE 2

Objectivity means that conflicts of interest do not exist or are resolved so as not to adversely influence

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

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

detachment, bal

3.3
management
participation in

EXAMPLES are

a) preparing d

b) giving spe
system.

NOTE Arrg
relates to mana
the public doma

4 Principles
41 General
4.1.1 These|principles are the basis for the subsequéent specific performance and descriptive requir

in this Internat
that can occur
for unanticipat

412 Theo
specified reqy
established by
certification ing

ance.

system-consultancy
J

designing, implementing or maintaining a management system

r producing manuals or procedures, and

ific advice, instructions or solutions towards the development and implementation of a mang

nging training and participating as a trainer is not considered consultaney, provided that, where thq
pement systems or auditing, it is confined to the provision of generic information that is freely ava
n; i.e. the trainer should not provide company-specific solutions.

onal Standard. This International Standard does not give specific requirements for all sit
bd situations. Principles are net requirements.

erall aim of certification'is)to give confidence to all parties that a management systen
irements. The value, of. certification is the degree of public confidence and trust
an impartial and-competent assessment by a third-party. Parties that have an intg
lude, but are not-limited to

gement

course
ilable in

ements
Uations

These principles should be applied as guidance for the decisions that may need to b¢ made

n fulfils
that is
rest in

a) the clientd of the certification bodies,

b) the customers of:the organizations whose management systems are certified,

c) governmental-authorities,

d) non-governmental organizations, and

e) consumers and other members of the public.

4.1.3 Principles for inspiring confidence include

— impartiality,

— competence,

— responsibility,

2 © ISO 2006 — All rights

reserved
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— openness,
— confidentiality, and

— responsiveness to complaints.

4.2 Impartiality

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

or certification,

4.2.3 | To obtain and maintain confidence, it is essential that a certification body's degcision$ be based on
objectiye evidence of conformity (or nonconformity) obtained by the certification bedy; and that its decisions
are nof influenced by other interests or by other parties.

4.2.4 | Threats to impartiality include the following.

a) Sdlf-interest threats: threats that arise from a person or body acting in their own intergst. A concern
related to certification, as a threat to impartiality, is financial self<interest.

b) Self-review threats: threats that arise from a person or body reviewing the work done by themselves.
Additing the management systems of a client to whoni the certification body provided management
syptems consultancy would be a self-review threat.

c) Fgmiliarity (or trust) threats: threats that arise from-a person or body being too familiar with or trusting of
another person instead of seeking audit evidenge.

d) Infimidation threats: threats that arise fromya person or body having a perception of being ¢oerced openly
or[secretively, such as a threat to be replaced or reported to a supervisor.

4.3 Competence
Compdtence of the personnel supported by the management system of the certification body is necessary to

deliver|certification that provides confidence. Competence is the demonstrated ability to apply knowledge and
skills.

4.4 Responsibility

4.41 | The client organization, not the certification body, has the responsibility for confdrmity with the
requirgments sfor certification.

4.4.2 “he—certification budy fras—the |copunoib;“ty to—assess—sufficient ubjcbﬁvc evidence—upon which to
base a certification decision. Based on audit conclusions, it makes a decision to grant certification if there is
sufficient evidence of conformity, or not to grant certification if there is not sufficient evidence of 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

451 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,
extending, maintaining, renewing, suspending, reducing the scope of, 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.

© 1SO 2006 — Al rights reserved 3
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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 keep confidential any
proprietary information about a client.

4.7 Responsiveness to complaints

Parties that rely on certification expect to have complaints investigated and, if these are found tobe¢ valid,
should have cpnfidence that the complaints will be appropriately addressed and that a reasonable’effort will
be made to fesolve the complaints. Effective responsiveness to complaints is an important mdans of
protection for the certification body, its clients and other users of certification against enrors, omissjons or
unreasonable pehaviour. Confidence in certification activities is safeguarded when complaints are processed
appropriately.

NOTE An appropriate balance between the principles of openness and confidentiality, including responsivgness to
complaints, is necessary in order to demonstrate integrity and credibility to all users of certification.

5 Generallrequirements

5.1 Legal and contractual matters

5.1.1 Legal fesponsibility

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

5.1.2 Certifi¢ation agreement
The certificatign body shall have a legally enforceable agreement for the provision of certification actiyities to
its client. In addition, where there.are multiple offices of a certification body or multiple sites of a clignt, the
certification body shall ensure there is a legally enforceable agreement between the certification body dgranting
certification and issuing a certificate, and all the sites covered by the scope of the certification.

5.1.3 Respopsibility'for certification decisions

The certificatipn¢body shall be responsible for, and shall retain authority for, its decisions reldting to
certification, i I i intaini ' i i endi ithdrawing
of certification.

PENAING aNa A

5.2 Management of impartiality

5.2.1 The certification body shall have top management commitment to impartiality in management system
certification activities. The certification body shall have a publicly accessible statement that it understands the
importance of impartiality in carrying out its management system certification activities, manages conflict of
interest and ensures the objectivity of its management system certification activities.

5.2.2 The certification body shall identify, analyse and document the possibilities for conflict of interests
arising from provision of certification including any conflicts arising from its relationships. Having relationships
does not necessarily present a certification body with a conflict of interest. However, if any relationship creates
a threat to impartiality, the certification body shall document and be able to demonstrate how it eliminates or

4 © 1SO 2006 — Al rights reserved
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minimizes such threats. This information shall be made available to the committee specified in 6.2. The
demonstration shall cover all potential sources of conflict of interests that are identified, whether they arise

from within the certification body or from the activities of other persons, bodies or organizations.

NOTE

5.2.3

A relationship that threatens the impartiality of the certification body can be based on ownership, governance,
management, personnel, shared resources, finances, contracts, marketing and payment of a sales commission or other
inducement for the referral of new clients, etc.

When a relationship poses an unacceptable threat to impartiality (such as a wholly ow

ned subsidiary

of the certification body requesting certification from its parent), then certification shall not be provided.

NOTE See Note t0 5.2.2.

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

NOTE See Note to 5.2.2.

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

5.2.6 | The certification body and any part of the same legal entity shallnot offer or provide infernal audits to
its certffied clients. The certification body shall not certify a management system on which it prpvided internal
audits within two years following the end of the internal audits. This also applies to that part pf government
identified as the certification body.

NOTE See Note t0 5.2.2.

5.2.7 | The certification body shall not certify a hlahagement system on which a client| has received
management system consultancy or internal audits, where the relationship between the consultancy
organization and the certification body poses an tinacceptable threat to the impartiality of the ceftification body.
NOTE 1 Allowing a minimum period of two years to elapse following the end of the management systefn consultancy is
one way of reducing the threat to impartiality to an acceptable level.

NOTE 3

5.2.8
as this
to indiV

5.29
organiz
inapprg
easier,
that ce

See Note t0 5.2.2.
The certification body shall not outsource audits to a management system consultanc]
poses an unacceptable threat to the impartiality of the certification body (see 7.5). This
iduals contracted as)auditors covered in 7.3.

The certification body's activities shall not be marketed or offered as linked with the
ation that-provides management system consultancy. The certification body shall take a

faster or less expensive if the certification body were used. A certification body shall no

y organization,
does not apply

activities of an
ction to correct

priate_claims by any consultancy organization stating or implying that certification wodild be simpler,

state or imply
anization were

tification would be simpler, easier, faster or less expensive if a specified consultancy org

used.

5.2.10 To ensure that there is no conflict of interests, personnel who have provided management system
consultancy, including those acting in a managerial capacity, shall not be used by the certification body to take
part in an audit or other certification activities if they have been involved in management system consultancy
towards the client in question within two years following the end of the consultancy.

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

5.2.12 All certification body personnel, either internal or external, or committees, who could influence the

certification activities, shall act impartially and shall not allow commercial, financial or other pressures to
compromise impartiality.

© 1SO 2006 — Al rights reserved
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5.2.13 Certification bodies shall require personnel, internal and external, to reveal any situation known to
them that may present them or the certification body with a conflict of interests. Certification bodies shall 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 interests.

5.3 Liability and financing

5.3.1 The certification body shall be able to demonstrate that it has evaluated the risks arising from its
certification activities and that it has adequate arrangements (e.g. insurance or reserves) to cover liabilities
arising from its operations in each of its fields of activities and the geographic areas in which it operates.

5.3.2 The certification body shall evaluate its finances and sources of income and demonstrate| to the
committee spgcified in 6.2 that initially, and on an ongoing basis, commercial, financial or other pressuiires do
not compromige its impartiality.

6 Structural requirements

6.1 Organizational structure and top management
6.1.1  The cgrtification body shall document its organizational structure, shiowing duties, responsibilitles and
authorities of management and other certification personnel and any committees. When the certificatign body
is a defined part of a legal entity, the structure shall include the line ¢f authority and the relationship tpo other
parts within thg same legal entity.

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

a) developmegnt of policies relating to the operation of'thé body;

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

c) supervisign of the finances of the body;

d) developmgnt of management system’certification services and schemes;
e) performarice of audits and cértification, and responsiveness to complaints;
f)  decisions pn certification;

g) delegation of authority to committees or individuals, as required, to undertake defined activitieg on its
behalf;

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

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

6.2 Committee for safeguarding impartiality

6.2.1 The structure of the certification body shall safeguard the impartiality of the activities of the
certification body and shall provide for a committee

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

6 © 1SO 2006 — Al rights reserved
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prevent the consistent objective provision of certification activities,

making processes of the certification body.

to counteract any tendency on the part of a certification body to allow commercial or other considerations

to advise on matters affecting confidence in certification, including openness and public perception, and

to conduct a review, as least once annually, of the impartiality of the audit, certification and decision-

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

6.2.2 The composition, terms of reference, duties, authorities, competence of members and responsibilities

of this
body tq

re
pg

ag

committee shall be formally documented and authorized by the top management of {
ensure

presentation of a balance of interests such that no single interest predominatés”(inter
rsonnel of the certification body are considered to be a single interest, and shall not pred

cess to all the information necessary to enable it to fulfil its functions (see also 5.2.2 and

that
C%

if the top management of the certification body does not respeet+the advice of this
mittee shall have the right to take independent action (e.g. inferming authorities, accre

stakeholders). In taking independent action, committees shall respect the confidentiality r

8.
6.2.3
key int
manag

govern
organiz

7 R

71 (

711
relevar

It shall
schem

It shall

7.1.2

b relating to the client and certification body.

Although this committee cannot represent every intérest, a certification body should ide
brests. Such interests may include: clients of the cefrtification body, customers of organ
ement systems are certified, representatives\of industry trade associations, repr|

mental regulatory bodies or other governmental services, or representatives of non
ations, including consumer organizations.

Bsource requirements

Lompetence of management and personnel

The certification body shall have processes to ensure that personnel have appropri
t to the types of management systems and geographic areas in which it operates.

determine the.competence required for each technical area (as relevant for the spec
p), and for gach function in the certification activity.

determine the means for the demonstration of competence prior to carrying out specific fi

e certification
hal or external
bminate),
5.3.2), and
committee, the

ditation bodies,
bquirements of

ntify and invite
zations whose
esentatives  of
-governmental

ate knowledge

fic certification

unctions.

In‘determining the competence requirements for its personnel performing certification, fhe certification

body s

directly performing audit and certification activities.

713

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

hall address the functions undertaken by management and administrative personnel in addition to those

ice on matters

directly relating to certification for technical areas, types of management system and geographic areas in
which the certification body operates. Such advice may be provided externally or by certification body

person

nel.

7.2 Personnel involved in the certification activities

7.21

The certification body shall have, as part of its own organization, personnel having sufficient
competence for managing the type and range of audit programmes and other certification work performed.

© 1SO 2006 — Al rights reserved
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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 defined processes for selecting, training, formally authorizing
auditors and for selecting technical experts used in the certification activity. The initial competence evaluation
of an auditor shall include a demonstration of applicable personal attributes and the ability to apply required
knowledge and skills during audits, as determined by a competent evaluator observing the auditor conducting

an audit.

7.25 The clrtification body shall have a process to achieve and demonstrate effective auditing;\in

the use of aud
and knowledd
documented rg

726 The g
knowledgeable
certification bq
procedures giv

727 Thec
where they ha

NOTE Ass
7.2.8 The csg
to ensure its 3
for the functior]

729 The ¢
reducing, susf
requirements,
recommendati

tors and audit team leaders possessing generic auditing skills and knowledge, as'well g
e appropriate for auditing in specific technical areas. This process shall ‘be def
quirements drawn up in accordance with the relevant guidance provided in ISO, 19011.

ertification body shall ensure that auditors (and, where needed, téechnical exper
of its audit processes, certification requirements and other relevant requirement

ing audit instructions and all relevant information on the certification activities.

rtification body shall use auditors and technical experts-0only for those certification a
e demonstrated competence.

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

rtification body shall identify training needs and-shall offer or provide access to specific
uditors, technical experts and other personnel involved in certification activities are con
s they perform.

roup or individual that takes the-decision on granting, maintaining, renewing, ext
ending or withdrawing certification shall understand the applicable standard and certi
and shall have demonstrated competence to evaluate the audit processes and
bns of the audit team.

7.2.10 The cgrtification body shall ensure the satisfactory performance of all personnel involved in th

and certificati
measurement
of risk linked tq

bn activities. Therev'shall be documented procedures and criteria for monitorin
pf the performance-of all persons involved, based on the frequency of their usage and th

in the light of t

their activities. In particular, the certification body shall review the competence of its pe
eir perforniance in order to identify training needs.

7.2.11 The dopumented monitoring procedures for auditors shall include a combination of on-site obse

review of aud

cluding
s skills
ned in

s) are
5. The

dy shall give auditors and technical experts access to an up-to<date set of documented

Ctivities

raining
hpetent

bnding,
fication
related

e audit
g and
e level
sonnel

r'vation,

reports and feedback from clients or from the market and shall be defined in docu

ented

requirements drawn up in accordance with the relevant guidance provided in ISO 19011. 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.

7.2.12 The certification body shall periodically observe the performance of each auditor on-site. The
frequency of on-site observations 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 procedures as defined by
the certification body. The agreement shall address aspects relating to confidentiality and to independence
from commercial and other interests, and shall require the external auditors and external technical experts to
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notify the certification body of any existing or prior association with any organization they may be assigned to
audit.

NOTE Use of individual auditors and technical experts under such agreements does not constitute outsourcing as
described under 7.5.

7.4 Personnel records

The certification body shall maintain up-to-date personnel records, including relevant qualifications, training,
experience, affiliations, professional status, competence and any relevant consultancy services that may have
been provided. This includes management and administrative personnel in addition to those performing

certification activities.

7.5 (

7.51
outsou
behalf

Dutsourcing

The certification body shall have a process in which it describes the~conditions
rcing (which is subcontracting to another organization to provide part of ;the ‘certificatid
of the certification body) may take place. The certification body shall ‘have a lega

agreemient covering the arrangements, including confidentiality and conflict’of interests, with ¢

under which
n activities on
ly enforceable
bach body that

providgs outsourced services.

NOTE 1 This can include outsourcing to other certification bodies. Use of auditors and technical exper{s under contract

is addrgssed in 7.3.

NOTE 2 For the purposes of this International Standard, the terms “outsourcing” and “subcontracting| are considered

to be synonyms.

7.5.2 | Decisions for granting, maintaining, renewing, extending, reducing, suspending ¢r withdrawing

certification shall never be outsourced.

7.5.3 | The certification body

a) shpll take responsibility for all activities“outsourced to another body,

b) shall ensure that the body thatprovides outsourced services, and the individuals that it uges, conform to
requirements of the certification body and also to the applicable provisions of this International Standard,
in¢luding competence, impartiality and confidentiality, and

c) shgll ensure that the body that provides outsourced services, and the individuals that [it uses, is not
inyolved, either directly or through any other employer, with an organization to be audited,| in such a way
that impartialityscould be compromised.

7.5.4 | The certification body shall have documented procedures for the qualification and mionitoring of all

bodies|that provide outsourced services used for certification activities, and shall ensure that|{records of the

competence of auditors and technical experts are maintained.

8 Information requirements

8.1 Publicly accessible information

8.1.1 The certification body shall maintain and make publicly accessible, or provide upon request,

information describing its audit processes and certification processes for granting, maintaining, extending,
renewing, reducing, suspending or withdrawing certification, and about the certification activities, types of

manag

8.1.2

ement systems and geographical areas in which it operates.

Information provided by the certification body to any client or to the marketplace, includi

shall be accurate and not misleading.
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8.1.3 The certification body shall make publicly accessible information about certifications granted,
suspended or withdrawn.

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

NOTE 1 If the total information is split between several sources (e.g. in printed or electronic form or a combination of
both), a system ensuring traceability and absence of ambiguity between the sources can be implemented (e.g. unique
numbering system, or hyperlinks on Internet).

NOTE 2  In exceptional cases, access to certain information can be limited on the request of the client (e.g. for security
reasons).

8.2 Certifigation documents

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

8.2.2 The effective date on a certification document shall not be before the date of the certification decision.
8.2.3 The cgrtification document(s) shall identify the following:

a) the namg and geographic location of each client whose management system is certified [or the
geographig location of the headquarters and any sites within the scope.of a multi-site certification);

b) the dates pf granting, extending or renewing certification;
c) the expiry|date or recertification due date consistent with the recertification cycle;
d) aunique iflentification code;

e) the standard and/or other normative document,Gincluding issue number and/or revision, used for audit of
the certifigd client;

f)  the scope]|of certification with respect totproduct (including service), process, etc., as applicable at each
site;

g) the name|address and certification mark of the certification body; other marks (e.g. accreditation gymbol)
may be uged provided they are'not misleading or ambiguous;

h) any other jnformation required by the standard and/or other normative document used for certification;

i) inthe event of issuing any revised certification documents, a means to distinguish the revised documents

from any prior obsolete documents.
8.3 Directly-m-reﬂiﬁed-cﬁems

The certification body shall maintain and make publicly accessible, or provide upon request, by any means it
chooses, a directory of valid certifications that as a minimum shall show the name, relevant normative
document, scope and geographical location (e.g. city and country) for each certified client (or the geographic
location of the headquarters and any sites within the scope of a multi-site certification).

NOTE The directory remains the sole property of the certification body.

8.4 Reference to certification and use of marks
8.4.1 A certification body shall have a policy governing any mark that it authorizes certified clients to use.

This shall assure, 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
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certification. This mark shall not be used on a product or product packaging seen by the consumer or in any
other way that may be interpreted as denoting product conformity.

NOTE ISO/IEC 17030 provides requirements for use of third-party marks.

8.4.2 A certification body shall not permit its marks to be applied to laboratory test, calibration or inspection
reports, as such reports are deemed to be products in this context.

8.4.3 The certification body shall require that the client organization

a) conforms to the requirements of the certification body when making reference to its certification status in
communication media such as the internet, brochures or advertising, or other documents,

b) dages not make or permit any misleading statement regarding its certification,

c) ddes not use or permit the use of a certification document or any part thereof in aymisieading manner,

o
~
C

n suspension or withdrawal of its certification, discontinues its use_of “all advertising matter that
tains a reference to certification, as directed by the certification body (see 9.6.3 and 9.6)6),

Q

e) amends all advertising matter when the scope of certification has been‘reduced,

f)  dges not allow reference to its management system certification o' be used in such a way as to imply that
the certification body certifies a product (including service) or-process,

g) ddes notimply that the certification applies to activities.that are outside the scope of certification, and

h) dges not use its certification in such a manner that'would bring the certification body andfor certification
syptem into disrepute and lose public trust.

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

NOTE Such action could include requests for correction and corrective action, suspension, withdrawal of certification,
publication of the transgression and, if nécessary, legal action.

8.5 Confidentiality

8.5.1 | The certification body shall, through legally enforceable agreements, have a policy and arrangements
to safeguard the confidentiality of the information obtained or created during the performance|of certification
activitigs at all levels\of its structure, including committees and external bodies or individualp acting on its
behalf.

8.5.2 | The certification body shall inform the client, in advance, of the information it intends [to place in the
public gofmain. All other information, except for information that is made publicly accessible by the client, shall

be conkidered-confidential-

8.5.3 Except as required in this International Standard, information about a particular client or individual
shall not be disclosed to a third party without the written consent of the client or individual concerned. Where
the certification body is required by law to release confidential information to a third party, the client or
individual concerned shall, unless regulated by law, be notified in advance of the information provided.

8.5.4 Information about the client from sources other than the client (e.g. complainant, regulators) shall be
treated as confidential, consistent with the certification body's policy.

8.5.5 Personnel, including any committee members, contractors, personnel of external bodies or individuals

acting on the certification body's behalf, shall keep confidential all information obtained or created during the
performance of the certification body's activities.
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8.5.6 The certification body shall have available and use equipment and facilities that ensure the secure
handling of confidential information (e.g. documents, records).

8.5.7 When confidential information is made available to other bodies (e.g. accreditation body, agreement
group of a peer assessment scheme), the certification body shall inform its client of this action.

8.6 Information exchange between a certification body and its clients

8.6.1 Information on the certification activity and requirements

The certificatio

n body shall provide and update clients on the following:

a) a detailed description of the initial and continuing certification activity, including the application
audits, sufveillance audits, and the process for granting, maintaining, reducing, extending,(susp

withdrawi
b) the norm3
c) informatio

d) the certifig

1) to comply with certification requirements,

2) toms
docur
initial

3) toma
auditq

e) document
reference

f)  informatio
8.6.2 Notice

The certificati

g certification and recertification;
tive requirements for certification;
h about the fees for application, initial certification and continuing certification;

ation body's requirements for prospective clients

ke all necessary arrangements for the conduct of theaudits, including provision for exa
nentation and the access to all processes and areds; réecords and personnel for the purp
certification, surveillance, recertification and resolution of complaints, and

ke provisions, where applicable, to accommaodate the presence of observers (e.g. accre
rs or trainee auditors);

5 describing the rights and duties.'of certified clients, including requirements, when
to its certification in communicati@h of any kind in line with the requirements in 8.4;

h on procedures for handling.complaints and appeals.

of changes by a certification body

certification. T

NOTE Confractual .arrangements with certified clients could be necessary to ensure implementation d

requirements.

changes, as far ps_applicable, is found in Annex E of ISO/IEC Guide 28:2004.

bn body shall give its certified clients due notice of any changes to its requireme
e certification'\body shall verify that each certified client complies with the new requirems

modelRof a license agreement for the use of certification, including the aspects related to a 1

, initial
bnding,

mining
bses of

ditation

making

nts for
nts.

f these
otice of

8.6.3 Notice

of changes by a 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, changes

relating to

a) the legal, commercial, organizational status or ownership,

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

c) contact address and sites,

12
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d) scope of operations under the certified management system, and
e) major changes to the management system and processes.
NOTE A model of license agreement for the use of certification, including the aspects related to a notice of changes,

as far as applicable, is found in Annex E of ISO/IEC Guide 28:2004.

9 Process requirements

9.1 General requirements
9.1.1 | The audit programme shall include a two-stage initial audit, surveillance audits in théfijfst and second
years, gnd a recertification audit in the third year prior to expiration of certification. The threetyear certification

cycle hQegins with the certification or recertification decision. The determination of the.'audit p
any supsequent adjustments shall consider the size of the client organization, the seope and ¢
management system, products and processes as well as demonstrated leyely6f manag
effectijeness and the results of any previous audits. Where a certification ‘body is taki
certificgtion or other audits already granted to the client, it shall collect sufficient, verifiable

rogramme and
bmplexity of its
ement system
hg account of
information to

justify @and record any adjustments to the audit programme.
9.1.2 | The certification body shall ensure that an audit plan is established for each audit to prpvide the basis
for agreement regarding the conduct and scheduling of the audit@ctivities. This audit plan shdll be based on

docum
providg

9.1.3

audit t
proces
providg

9.1.4
client t
audit g

ented requirements of the certification body, drawn uplin accordance with the rele
din ISO 19011.

The certification body shall have a process for:selécting and appointing the audit tean
pam leader, taking into account the competence needed to achieve the objectives of
5 shall be based on documented requiremeénts, drawn up in accordance with the rele
din ISO 19011.

The certification body shall have ddecumented procedures for determining audit time
he certification body shall determine the time needed to plan and accomplish a complet
f the client's management system. The audit time determined by the certification

vant guidance

, including the
the audit. This
vant guidance

and for each
e and effective
body, and the

justification for the determination, shall be recorded. In determining the audit time, the certification body shall

consider, among other things, the following aspects:

a) the requirements of thesrelevant management system standard;

b) size and complexity;

c) te¢hnologicaland regulatory context;

d) any outsourcing of any activities included in the scope of the management system;
e) theTesuls of any prior audits;

f)  number of sites and multi-site considerations.

9.1.5 Where multi-site sampling is utilized for the audit of a client's management system covering the same
activity in various 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.

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

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

d)

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

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

to communicate to the client, for its action, any inconsistencies between the client's policy, objectives and
targets (consistent with the expectations in the relevant management system standard or other normative

document) and the results.

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

in response to

9.1.8 The aldit plan shall be communicated and the dates of the audit shall be agreed upon,.in ag

with the client

919 The ¢
requirements

NOTE 1 In a
that contain(s) i

NOTE2 The

9.1.10 The c
relevant guida
not recommen

9.1.11 The ce
and corrective
time.

9.1.12 The c;
determine if th

9.1.13 The a
documented e
correction and

9.1.14 The ¢

recertification dlecisions are different from those who carried out the audits.

9.1.15 The ce

any valid objection.

brganization.

rawn up in accordance with the relevant guidance provided in ISO 19011:

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

term “auditee” as used in ISO 19011 means the organization being, audited.

prtification body shall provide a written report for each audit. The report shall be ba
nce provided in ISO 19011. The audit team may idéntify opportunities for improvement b
H specific solutions. Ownership of the audit reportshall be maintained by the certification
rtification body shall require the client to analyse the cause and describe the specific co
actions taken, or planned to be taken, to eliminate detected nonconformities, within a

priification body shall review the (Corrections and corrective actions submitted by the g
bse are acceptable.

Ldited organization shall\bé informed if an additional full audit, an additional limited a
vidence (to be confirmed during future surveillance audits) will be needed to verify €

corrective actions;

prtification body .shall ensure that the persons or committees that make the certifica

rtification body shall confirm, prior to making a decision, that

vance,

priification body shall have a process for conducting on-site audits defined in documented

C site(s)

sed on
ut shall
body.

rection
Hefined

lient to

udit, or
ffective

tion or

ation provided by the audit team is sufficient with respect to the certification requireme

hts and

for certification;

mities that represent

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

its intended outputs;

a) the inform
the scope
b)
nonconfor
1)
2)
c)
nonconformities.
14
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9.2 Initial audit and certification

9.2.1 Application

The certification body shall require an authorized representative of the applicant organization to provide the
necessary information to enable it to establish the following:

a) the desired scope of the certification;

b) the general features of the applicant organization, including its name and the address(es) of its physical
location(s), significant aspects of its process and operations, and any relevant legal obligations;

c) general information, relevant for the field of certification applied for, concerning the appli¢ant organization,
such as its activities, human and technical resources, functions and relationship in adarger corporation, if
any,

d) information concerning all outsourced processes used by the organization, that’will affect conformity to
requirements;

e) the¢ standards or other requirements for which the applicant organization is seeking certificgtion;

f)  information concerning the use of consultancy relating to the management system.

9.2.2 |Application review

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

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

b) the¢ requirements for certification are.clearly defined and documented, and have been pgrovided to the
appplicant organization;

c) any known difference in undérstanding between the certification body and the applicant prganization is
resolved,;

d) th¢ certification body-has the competence and ability to perform the certification activity;
e) the¢ scope of certification sought, the location(s) of the applicant organization's operations| time required
to| complete c/audits and any other points influencing the certification activity are takemp into account

(language,(safety conditions, threats to impartiality, etc.);

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

9.2.2.2 Based on this review, the certification body shall determine the competences it needs to include
in its audit team and for the certification decision.

9.2.2.3 The audit team shall be appointed and composed of auditors (and technical experts, as
necessary) who, between them, have the totality of the competences identified by the certification body as set
out in 9.2.2.2 for the certification of the applicant organization. The selection of the team shall be performed
with reference to the designations of competence of auditors and technical experts made under 7.2.5, and
may include the use of both internal and external human resources.

9.2.24 The individual(s) who will be conducting the certification decision shall be appointed to ensure
appropriate competence is available (see 7.2.9 and 9.2.2.2).
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9.2.3

Initial certification audit

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

Stage 1 audit

The stage 1 audit shall be performed

e client's management system documentation;

to evaluate the client's location and site-specific conditions and to undertake discussions with the client's

to determine the preparedness for the stage 2 audit;

the client's status and understanding regarding requirements of the standard, in particu

ar with

respect t¢ the identification of key performance or significant aspects, processes, ébjectives and

9.2.3.1
9.2.3.1.1
a) toauditth
b)
personnel
c) toreview
operation
d) to collect
location(s
environme
e) to review
stage 2 au
f) to providg
managem
g) to evaluat

For most management systems, it is recommended.that at least part of the stage 1 audit be carried ou
client's premis

9.2.3.1.2
identification o

9.2.31.3 In
needs of the ¢
also need to re

9.23.2 Sta

The purpose ¢f the_stage 2 audit is to evaluate the implementation, including effectiveness, of the
management gystem. The stage 2 audit shall take place at the site(s) of the client. It shall include at Ig
following:

a)

b)

c)

d)

16

audit.

Stage 1 audit findings shallcbe documented and communicated to the client, in

pf the management system;
of the client, and related statutory and regulatory aspects and ,compliance (e.g.
ntal, legal aspects of the client's operation, associated risks, etc.);

the allocation of resources for stage 2 audit and agree with- the client on the details|
dit;

a focus for planning the stage 2 audit by gaining .a&ufficient understanding of the
ent system and site operations in the context of possible significant aspects;

bs in order to achieve the objectives stated above.

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

determining the interval between stage 1 and stage 2 audits, consideration shall be give
ient to resolve areas of concern identified during the stage 1 audit. The certification bo
vise its arrangements for stage 2.

e 2 audit

necessary information regarding the scope of the management system, processg¢s and

quality,

of the

client's

b if the internal audits and management review are being planned and performed, and that the
level of implementation of the management system substantiates that the client is ready for the

stage 2

t at the

cluding

h to the

ly may

client's

ast the

information and evidence about conformity to all requirements of the applicable management system
standard or other normative document;

performance monitoring, measuring, reporting and reviewing against key performance objectives and
targets (consistent with the expectations in the applicable management system standard or other

normative

document);

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

operational control of the client's processes;

internal auditing and management review;
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f)  management responsibility for the client's policies;

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

9.24

Initial certification audit conclusions

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

9.2.5

9.2.5.1
shall i

Information for granting initial certification

The information provided by the audit team to the certification body for the|certifi
lude, as a minimum,

a) the¢ audit reports,

b) ¢

ments on the nonconformities and, where applicable, the correction and corrective aq

thé client,

c) confirmation of the information provided to the certification body'used in the application rev,

a
d) a

9.2.5.2
audit fi

cation decision

tions taken by

ew (see 9.2.2),

ecommendation whether or not to grant certification,together with any conditions or obsgrvations.

The certification body shall make the cettification decision on the basis of an ey

aluation of the

hdings and conclusions and any other relevant information (e.g. public information, comnments on the
audit r¢port from the client).

9.3 Surveillance activities

9.3.1

9.3.1.1
functio
accour

9.3.1.2
system
Other g

General

The certification body shall develop its surveillance activities so that representa
hs covered by the scope of the management system are monitored on a regular basis|
t changes to its certified client and its management system.

Surveillance activities shall include on-site audits assessing the certified client'y
's fulfilment{of specified requirements with respect to the standard to which the certifica
urveillance activities may include

ive areas and
and take into

management
ion is granted.

a) en

quiries from the certification body to the certified client on aspects of certification,

b) reviewing any client's statements with respect to its operations (e.g. promotional material, website),

c) requests to the client to provide documents and records (on paper or electronic media), and

d) other means of monitoring the certified client's performance.
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9.3.2 Surveillance audit

9.3.21 Surveillance audits are on-site audits, but are not necessarily full system audits, and shall be
planned together with the other surveillance activities so that the certification body can maintain confidence
that the certified management system continues to fulfil requirements between recertification audits. The
surveillance audit programme shall include, at least

a) internal audits and management review,

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

c) treatment of complaints,

d) effectivengss of the management system with regard to achieving the certified client's objectives,
e) progress ¢f planned activities aimed at continual improvement,

f)  continuing operational control,

g) review of any changes, and

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

9.3.2.2 Suyrveillance audits shall be conducted at least once a year. Fhe date of the first surveillande audit
following initiall certification shall not be more than 12 months from thellast day of the stage 2 audit.

9.3.3 Maintajining certification

The certificatign body shall maintain certification based onzdemonstration that the client continues to|satisfy
the requirements of the management system standardi It may maintain a client's certification based on a
positive conclysion by the audit team leader without fufther independent review, provided that

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

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

9.4 Recertification

9.4.1 Recertffication"audit planning

9411 A recettification audit shall be planned and conducted to evaluate the continued fulfiiment of all of
the requirements of the relevant management system standard or other normative document. The purpose of
the recertification audit is to confirm the continued conformity and effectiveness of the management system as
a whole, and its continued relevance and applicability for the scope of certification.

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

9.4.1.3 Recertification audit activities may need to have a stage 1 audit in situations where there have
been significant changes to the management system, the client, or the context in which the management
system is operating (e.g. changes to legislation).

9414 In the case of multiple sites or certification to multiple management system standards being

provided by the certification body, the planning for the audit shall ensure adequate on-site audit coverage to
provide confidence in the certification.
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9.4.2 Recertification audit

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

a) the effectiveness of the management system in its entirety in the light of internal and external changes
and its continued relevance and applicability to the scope of certification;

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

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

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

are identified, the certification body shall define time limits for correction and corrective |actions to be

implemnented prior to the expiration of certification.

9.4.3 |Information for granting recertification

The ceftification body shall make decisions on renewing certification based,on’ the results of the recertification
audit, 3s well as the results of the review of the system over the period of\certification and complaints received

from users of certification.

9.5

9.5.1 |Extensions to scope

granted, undertake a review of the application and détermine any audit activities necessary to

$pecial audits

ecide whether

The cdftification body shall, in response to an application for extension to the scope of a certi%cation already

or not fhe extension may be granted. This may _beconducted in conjunction with a surveillance

9.5.2 [Short-notice audits

udit.

It may pe necessary for the certification body to conduct audits of certified clients at short noticg to investigate
compldints (see 9.8), or in response to changes (see 8.6.3), or as follow up on suspended clients (see 9.6). In

such cases

a)

b)

9.6

the certification body shall describe and make known in advance to the certified clients (e.g} in documents
as|described in 8.6.1) the conditions under which these short notice visits are to be conducted, and

the certification~body shall exercise additional care in the assignment of the audit team lpecause of the
lagk of oppertunity for the client to object to audit team members.

$uspending, withdrawing or reducing the scope of certification

9.6.1  The certification body shall have a policy and documented procedure(s) for suspension, withdrawal or
reduction of the scope of certification, and shall specify the subsequent actions by the certification body.

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

the client's certified management system has persistently or seriously failed to meet certification
requirements, including requirements for the effectiveness of the management system,

the certified client does not allow surveillance or recertification audits to be conducted at the required
frequencies, or

the certified client has voluntarily requested a suspension.
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9.6.3 Under suspension, the client's management system certification is temporarily invalid. The certification
body shall have enforceable arrangements with its clients to ensure that in case of suspension the client
refrains from further promotion of its certification. The certification body shall make the suspended status of
the certification publicly accessible (see 8.1.3) and shall take any other measures it deems appropriate.

9.6.4 Failure to resolve the issues that have resulted in the suspension in a time established by the
certification body shall result in withdrawal or reduction of the scope of certification.

NOTE In most cases the suspension would not exceed 6 months.

9.6.5 The certification body shall reduce the client's scope of certification to exclude the parts not meeting
the requirements, when the client has persistently or seriously failed to meet the certification requirements for
those parts offthe scope of certification. Any such reduction shall be in line with the requirements| of the
standard used|for certification.

9.6.6 The cgrtification body shall have enforceable arrangements with the certified client’ congerning
conditions of withdrawal [see 8.4.3.d)] ensuring upon notice of withdrawal of certification ‘that the client
discontinues ity use of all advertising matter that contains any reference to a certified status.

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

9.7 Appeals

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

9.7.2 A desgription of the appeals-handling process shall be\publicly accessible.
9.7.3 The certification body shall be responsible for'all decisions at all levels of the appeals-handling
process. The gertification body shall ensure that the_persons engaged in the appeals-handling procéss are

different from those who carried out the audits and myade the certification decisions.

9.7.4 Submission, investigation and decision”on appeals shall not result in any discriminatory pctions
against the appellant.

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

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

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

c) ensuring that @ny‘appropriate correction and corrective action are taken.

9.7.6 The certification budy strat—ackt |uvv:cdyc lcucipt ofthe appca: and-—stratt pIUVidU the appc” nt with

progress reports and the outcome.

9.7.7 The decision to be communicated to the appellant shall be made by, or reviewed and approved 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
process.

9.8 Complaints

9.8.1 A description of the complaints-handling process shall be publicly accessible.
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9.8.2 Upon receipt of a complaint, the certification body shall confirm whether the complaint relates to
certification activities that it is responsible for and, if so, shall deal with it. If the complaint relates to a certified
client, then examination of the complaint shall consider the effectiveness of the certified management system.

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

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

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

a) an outline of the process for receiving, validating, investigating the complaint, andCfor|deciding what
actions are to be taken in response to it;

b) trgcking and recording complaints, including actions undertaken in response to.them;
c) ensuring that any appropriate correction and corrective action are taken.
NOTE ISO 10002 provides guidance for complaints handling.

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

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

9.8.8 | The decision to be communicated to the complainant shall be made by, or reviewed anfl approved by,
individdial(s) not previously involved in the subjectofthe complaint.

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

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

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

9.9.2 | Records on certified clients shall include the following:

a) applicatiominformatiormand-initiat; surveittanceandrecertificatiomaudit reports;

b) certification agreement;

c) justification of the methodology used for sampling;

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 actions;

g) committee deliberations and decisions, if applicable;
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