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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards bodies
(ISO member bodies). The work of preparing International Standards is normally carried out through ISO
technical committees. Each member body interested in a subject for which a technical committee has been
established has the right to be represented on that committee. International organizations, governmental and
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national Electrotechnical Commission (IEC) on all matters of electrotechnical standardization,

national Standards are drafted in accordance with the rules given in the ISO/IEC Directives, R

hational Standard requires approval by at least 75 % of the member bodies, casting a vote.

5. 1ISO shall not be held responsible for identifying any or all such patent rights.
6000 was prepared by ISO/TMB Working Group on Social Responsibility.

International Standard was developed using a multi-stakeholder approach involving expert
90 countries and 40 international or broadly-based regional organizations involved in differe
| responsibility. These experts were from six different stakeholder groups: consumers;

s. In addition, specific provision was made \t0“achieve a balance between developing an
tries as well as a gender balance in drafting groups. Although efforts were made to ensu
Cipation of all the stakeholder groups, a full and equitable balance of stakeholders was co
us factors, including the availability of resources and the need for English language skills.
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main task of technical committees is to prepare International Standards. Draft:lhternational Standards
adopgted by the technical committees are circulated to the member bodies forlvoting. Publig
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Introduction

Organizations around the world, and their stakeholders, are becoming increasingly aware of the need for and
benefits of socially responsible behaviour. The objective of social responsibility is to contribute to sustainable
development.

An organizgtiers—perfermance—in—relation—to—the—sesciety—in—which—it—eperates—and—to—its—impact—oR the

Fate paect—of
environmenf] has become a critical part of measuring its overall performance and its ability to ,continue
operating effectively. This is, in part, a reflection of the growing recognition of the need to ensure ‘healthy
ecosystems/| social equity and good organizational governance. In the long run, all organizations' actiyities
depend on the health of the world's ecosystems. Organizations are subject to greater scrutiny ®y their various
stakeholderq. The perception and reality of an organization's performance on social cresponsibility| can
influence, among other things:

— its competitive advantage;

— its reputation;

— its ability to attract and retain workers or members, customers, clientS)or users;
— the maiptenance of employees' morale, commitment and producitivity;

— the view of investors, owners, donors, sponsors and the financial community; and

— its relatipnship with companies, governments, the media, suppliers, peers, customers and the community
in which it operates.

This International Standard provides guidance on:the underlying principles of social responsibility, recogrlizing
social responsibility and engaging stakeholders, the core subjects and issues pertaining to social responsjbility
(see Table 4) and on ways to integrate sacially responsible behaviour into the organization (see Figure 1).
This Internafional Standard emphasizes-the‘importance of results and improvements in performance on docial
responsibility.

non-
P not
5 are
idual
iress,

Hard.

Every organization is encouraged to become more socially responsible by using this International Standard.

Recognizing that organizations are at various stages of understanding and integrating social responsibility,
this International Standard is intended for use by those beginning to address social responsibility, as well as
those more experienced with its implementation. The beginner may find it useful to read and apply this
International Standard as a primer on social responsibility, while the experienced user may wish to use it to
improve existing practices and to further integrate social responsibility into the organization. Although this
International Standard is meant to be read and used as a whole, readers looking for specific types of
information on social responsibility may find the outline in Table 1 useful. Box 1 provides summary information
to assist users of this International Standard.
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This International Standard provides guidance to users and is neither intended nor appropriate for certification
purposes. Any offer to certify to 1SO 26000 or any claim to be certified to 1SO 26000 would be a
misrepresentation of the intent and purpose of this International Standard.

Reference to any voluntary initiative or tool in Annex A of this International Standard does not imply that ISO
endorses or gives special status to that initiative or tool.

Table 1 — ISO 26000 outline

Clause title CIauLse Description of clause contents
momnetr

Scope Clause 1 | Defines the scope of this International Standard and identifie§ certain
limitations and exclusions.

Terms and Clause 2 | Identifies and provides the definition of key termscthat are of findamental

definfitions importance for understanding social responsibilityyand for using this
International Standard.

Undgrstanding social | Clause 3 | Describes the important factors and conditiens that have influenced the

resppnsibility development of social responsibility and:that continue to affeqt its nature
and practice. It also describes the concept of social responsilility itself —
what it means and how it applies‘to organizations. The clausqg includes
guidance for small and medium=sized organizations on the use of this
International Standard.

Pringiples of social Clause 4 | Introduces and explains the principles of social responsibility.

responsibility

Recagnizing social Clause 5 | Addresses two practices of social responsibility: an organizatipn's

responsibility and recognition of its“social responsibility, and its identification of ind

engdging engagement with its stakeholders. It provides guidance on th

stakg¢holders relationship-between an organization, its stakeholders and sogiety, on
recognizing the core subjects and issues of social responsibility and on
anorganization's sphere of influence.

Guidance on social Clause 6 [vExplains the core subjects and associated issues relating to social

responsibility core responsibility (see Table 2). For each core subject, informatiop has been

subjects provided on its scope, its relationship to social responsibility, felated
principles and considerations, and related actions and expectgations.

Guidance on Clause 7 | Provides guidance on putting social responsibility into practicg in an

integrating social organization. This includes guidance related to: understanding the social

responsibility responsibility of an organization, integrating social responsibiljty

throgghout an throughout an organization, communication related to social

orgafization responsibility, improving the credibility of an organization reggrding social
responsibility, reviewing progress and improving performanceg and
evaluating voluntary initiatives for social responsibility.

Exampfesof ATTTEX A = S related to

voluntary initiatives social responsibility that address aspects of one or more core subjects or

and tools for social the integration of social responsibility throughout an organization.

responsibility

Abbreviated terms Annex B | Contains abbreviated terms used in this International Standard.

Bibliography Includes references to authoritative international instruments and ISO
Standards that are referenced in the body of this International Standard
as source material.
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Table 2 — Core subjects and issues of social responsibility

Core subjects and issues

Addressed in sub-clause

Core subject: Organizational governance 6.2
Core subject: Human rights 6.3
Issue 1: Due diligence 6.3.3
Issue 2: Human rights risk situations 6.3.4
Issue 3: Avoidance of complicity 6.3.5
Issue 4: Resolving grievances 6.3.6
Issue 5: Piscrimination and vulnerable groups 6.3.7
Issue 6: LCivil and political rights 6.3.8
Issue 7: Economic, social and cultural rights 6.3.9
Issue 8: Fundamental principles and rights at work 6.3.10
Core subject: |Labour practices 6.4
Issue 1: Employment and employment relationships 6.4.3
Issue 2: Conditions of work and social protection 6.4.4
Issue 3: Pocial dialogue 6.4.5
Issue 4: Health and safety at work 6.4.6
Issue 5: Human development and training in the workplace 6.4.7
Core subject: [The environment 6.5
Issue 1: Prevention of pollution 6.5.3
Issue 2: Bustainable resource use 6.5.4
Issue 3: Climate change mitigation and adaptation 6.5.5
Issue 4: Protection of the environment, biodiversity and restoration of natural habitats 6.5.6
Core subject: [Fair operating practices 6.6
Issue 1: Anti-corruption 6.6.3
Issue 2: Responsible political involvement 6.6.4
Issue 3: fFair competition 6.6.5
Issue 4: Promoting social responsibility in"the value chain 6.6.6
Issue 5: Respect for property rights 6.6.7
Core subject: |[Consumer issues 6.7
Issue 1: Fair marketing, factual and unbiased information and fair contractual practices 6.7.3
Issue 2: Protecting consumers' health and safety 6.7.4
Issue 3: Bustainable .consumption 6.7.5
Issue 4: Consumer service, support, and complaint and dispute resolution 6.7.6
Issue 5: Consumer data protection and privacy 6.7.7
Issue 6: Access to essential services 6.7.8
Issue 7: Education and awareness 6.7.9
Core subject: Community involvement and development 6.8
Issue 1: Community involvement 6.8.3
Issue 2: Education and culture 6.8.4
Issue 3: Employment creation and skills development 6.8.5
Issue 4: Technology development and access 6.8.6
Issue 5: Wealth and income creation 6.8.7
Issue 6: Health 6.8.8
Issue 7: Social investment 6.8.9

viii
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Guidance to all types of
organizations, regardless
of their size or location
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Recognizing social <

Two fundamental practices of social responsibility

Clause 5

responsibility

Stakeholder identification
and engagement

1 1
1 1
1 1
1 1
1 1
1 1
1 1
] 1
1 1
1
Terms and Clause 2 i !
definitions ! Social Clause 6 H
Definition of key terms E :';srgos':ls';régg Organizational governance i
"""""""""""" ! | =
Understanding 1 The Fair Community ! g
social Clause 3 ' Human Ll environ- || operating Consumer | ;. \vement and | 3
responsibility ' practees ment practices ssues development ' o ¥
1 ! c @
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respdnsibility and ! H g [
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sustafnable development  |qmpi || iy S Clause 7 — ® 3
------------------------ ! | social responsibility Rk it Understanding the | g S
Pringiples of 1 | throughout an char;%teristics to social responsibility i g5 @
socifl Clause 4 | | organization social responsibility il @gal e i o 8
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! / L | 3 B
1 : o =
Accolintability H i 2 S
! Communication Practices for integrating o i 53
Trangparency i on social responsibility social responsibility Voluntary initiatives 1
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P . . 1
Resplct for the rule of law i ';:‘gfg‘“gz?z:t’l‘gn":gga‘(’;gg Enhancing credibility :
Respect for international ! and practices related regarding social !
. ! to social responsibility responsibllity H
normk of behaviour ! H
Respect for human rights : T S :
1 1
! TR _— \
1 Bibliography: Authoritative sources and ' | Annex: Examples of voluntary initiatives and
! additional guidance ! tools for social responsibility
SRR SR IR g S SEL R . N
Figure 1 —Schematic overview of ISO 26000
Figure 1 provides an overview of 4SO 26000, and is intended to assist organizations in understanding how to
use this standard. The following(points provide guidance on using this standard.
— After considering the._characteristics of social responsibility and its relationship with| sustainable
Hevelopment (Clause-3), it is suggested that an organization should review the principles of social

responsibility described in Clause 4. In practising social responsibility, organizations should
hddress these principles, along with the principles specific to each core subject (Clause 6).

Before _analysing the core subjects and issues of social responsibility, as well as each o
pctions.and expectations (Clause 6), an organization should consider two fundamental practi
respoansibility: recognizing its social responsibility within its sphere of influence, and ide
pngaging with its stakeholders (Clause 5).

respect and

f the related
ces of social
ntifying and

Once the principles have been understood, and the core subjects and relevant and significant issues of

social responsibility have been identified, an organization should seek to integrate social responsibility
throughout its decisions and activities, using the guidance provided in Clause 7. This involves practices
such as: making social responsibility integral to its policies, organizational culture, strategies and
operations; building internal competency for social responsibility; undertaking internal and external
communication on social responsibility; and regularly reviewing these actions and practices related to

social responsibility.

Further guidance on the core subjects and integration practices of social responsibility is available from

authoritative sources (Bibliography) and from various voluntary initiatives and tools (some global
examples of which are presented in Annex A).
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When approaching and practising social responsibility, the overarching goal for an organization is to maximize
its contribution to sustainable development.

Box 1 — Summary information to assist users of this International Standard

ISO defines a standard as a document, established by consensus and approved by a recognized body that
provides, for common and repeated use, rules, guidelines or characteristics for activities or their results, aimed at
the achievement of the optimum degree of order in a given context (ISO/IEC Guide 2:2004 B39 definition 3.2).

ISO terminology (based on ISO/IEC Directives, Part 2, 2004, Annex H)

This Intern
requirement
certain reco

The word “
something i

An Interna
recommend

In ISO/IEC
conveying t
excluding ot
negative for

Terms that 3
meanings.

Purpose of

The informd
understandir
the text of th
and tools rg

guidance that may be available, helping users-to.compare their practices with those of other organiza

The fact tha
ISO.

ional Standard contains no requirements and therefore the word “shall”, which indicates a

in 1SO language, is not used. Recommendations use the word “should”. In some_ceun
mendations of ISO 26000 are incorporated into law, and are therefore legally required:

ay” is used to indicate that something is permitted. The word “can” is used. 10, indicate
possible, for example, that an organization or individual is able to do something:

ional requirements| but may co

tions.

Standard providing guidance does not contain

irectives, Part 2, a recommendation is defined as an “expression in‘the content of a docu
at among several possibilities one is recommended as particularly Suitable, without mentioni
ers, or that a certain course of action is preferred but not necéssarily required, or that (i
) a certain possibility or course of action is deprecated but not\prohibited.”

re not defined in Clause 2 are used in the common sense.of the word, assuming their dictig

nformative annex (based on ISO/IEC Directives, RPart 2, 2004, 6.4.1)

tive Annex A to this International StandardCgives additional information intended to
g and use of the document; it does not itself-constitute part of its guidance nor is it referenc
is International Standard. Annex A provides a non-exhaustive list of existing voluntary initia
lated to social responsibility. It provides examples of these and draws attention to addiﬂ

an initiative or tool is listed in Annex A does not mean that this initiative or tool is endorse

A

[«

Bibliograp

The Bibliography, which is an integral part of this International Standard, provides information to identify
locate the dpcuments referencedlin the text. It consists of references to international instruments tha

considered

may contain
better unde
numbers in 9

NOTE Ref
listed first; the

tries,

that

ntain

ment
ng or
n the

nary

ssist
ed in
tives
ional
ions.
d by

and
t are

uthoritative sourees for the recommendations in this International Standard. These instrunpents

additional useful/guidance and information; ISO 26000 users are encouraged to consult thg
stand and simplement social responsibility. References are shown in the text by super;
quare brackets.

brence numbers are not assigned in the order of the documents' appearance in the text. ISO documen
In the'‘remaining documents are listed in alphabetical order of the issuing organization.

Text boxes

m to
script

S are

Text boxes provide supplementary guidance or illustrative examples. Text in boxes should not be considered
less important than other text.
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Guidance on social responsibility

1 Scope

This |International Standard provides guidance to all types of organizations, regardless of theifsize¢ or location,

on:

a) foncepts, terms and definitions related to social responsibility;

b) the background, trends and characteristics of social responsibility;

c) principles and practices relating to social responsibility;

d) he core subjects and issues of social responsibility;

e) |ntegrating, implementing and promoting socially responsible{behaviour throughout the orgapization and,
hrough its policies and practices, within its sphere of influence;

f) |dentifying and engaging with stakeholders; and

g) fommunicating commitments, performance and’other information related to social responsibiljty.

This|International Standard is intended to assist-organizations in contributing to sustainable development. It is

intended to encourage them to go beyond-legal compliance, recognizing that compliance with law is a

fundgmental duty of any organization and”an essential part of their social responsibility. It is| intended to

promote common understanding in the‘field of social responsibility, and to complement other instruments and

initiafives for social responsibility, not to replace them.

In applying this International (Standard, it is advisable that an organization take into considera

envi

condjitions, while being consistent with international norms of behaviour.

This
ISO
As

dem

This

certi]iication purposes or regulatory or contractual use. Any offer to certify, or claims to be

fonmental, legal, cultdral; political and organizational diversity, as well as differences

International ~Standard is not a management system standard. It is not intended or ap

6000 wauld be a misrepresentation of the intent and purpose and a misuse of this Internatio
is International Standard does not contain requirements, any such certification woul
bnstration of conformity with this International Standard.

ion societal,
n economic

propriate for
certified, to
hal Standard.
d not be a

mnternationdl starnadrd 1s mntended 1o provide organiZations witn guidance concermning soclal

esponsibility

and can be used as part of public policy activities. However, for the purposes of the Marrakech Agreement
establishing the World Trade Organization (WTO), it is not intended to be interpreted as an “international
standard”, “guideline” or “recommendation”, nor is it intended to provide a basis for any presumption or finding
that a measure is consistent with WTO obligations. Further, it is not intended to provide a basis for legal
actions, complaints, defences or other claims in any international, domestic or other proceeding, nor is it
intended to be cited as evidence of the evolution of customary international law.

This International Standard is not intended to prevent the development of national standards that are more
specific, more demanding, or of a different type.
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2 Terms and definitions

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

21
accountabil

ity

state of being answerable for decisions and activities to the organization's governing bodies, legal authorities
and, more broadly, its stakeholders

2.2
consumer

individual merberof thegeneratpubtic purchasig or using property, products Or Services for private purpop

2.3
customer
organization
commercial,

24
due diligen
comprehens|

or individual member of the general public purchasing property, products-on service
private or public purposes

e
ve, proactive process to identify the actual and potential negative “social, environmental

economic impacts of an organization's decisions and activities over the entiré life cycle of a proje

organization

25
employee
individual in

NOTE E

2.6

environmern
natural surrg
fauna, peopl
NOTE S

2.7

Bl activity, with the aim of avoiding and mitigating negative impacts

A relationship recognized as an “employment relationship” in national law or practice

mployee is a narrower term than worker (2.27).

t
undings in which an organization opetates, including air, water, land, natural resources,
e, outer space and their interrelationships

irroundings in this context extend from within an organization to the global system.

ethical behaviour

behaviour th
situation andg

2.8

at is in accordance with’accepted principles of right or good conduct in the context of a parti
is consistent with-intérnational norms of behaviour (2.11)

gender equ

lity

equitable treptment forswomen and men

NOTE

This.includes equal treatment or, in some instances, treatment that is different but considered equival

terms of rightg, benefits, obligations and opportunities.

Ses

5 for

and
ct or

flora,

cular

ent in

2.9

impact of an organization

impact

positive or negative change to society, economy or the environment (2.6), wholly or partially resulting from an

organization'

2.10

s past and present decisions and activities

initiative for social responsibility

initiative

programme or activity expressly devoted to meeting a particular aim related to social responsibility (2.18)

NOTE

Initiatives for social responsibility can be developed, sponsored or administered by any type of organization.
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211

international norms of behaviour

expectations of socially responsible organizational behaviour derived from customary international law,
generally accepted principles of international law, or intergovernmental agreements that are universally or
nearly universally recognized

NOTE 1 Intergovernmental agreements include treaties and conventions.

NOTE 2  Although customary international law, generally accepted principles of international law and intergovernmental
agreements are directed primarily at states, they express goals and principles to which all organizations can aspire.

NOTE3 International-norms-of behaviour evolve over time.

212
organization
entity or group of people and facilities with an arrangement of responsibilities, authafities and felationships
and identifiable objectives

NOTE 1 For the purposes of this International Standard, organization does not.include governmen{ acting in its
sovefeign role to create and enforce law, exercise judicial authority, carry out itsduty to establish policy in the public
intergst or honour the international obligations of the state.

NOTE 2  Clarity on the meaning of small and medium-sized organizations(SMOs) is provided in 3.3.

213
organizational governance
system by which an organization (2.12) makes and implements decisions in pursuit of its objectivies

214
pringiple
fund@mental basis for decision making or behaviour

215
product
article or substance that is offered for sale or is part of a service delivered by an organization (2.12)

2.16
servjce
actiop of an organization (2x12) to meet a demand or need

217
socigl dialogue
negdtiation, consdltation or simply exchange of information between or among represgentatives of
governments,c&employers and workers, on matters of common interest relating to economic and sqcial policy

NOTE In"this International Standard, the term social dialogue is used only in the meaning applied by the International
LabolirOrganization (ILO).

218

social responsibility

responsibility of an organization (2.12) for the impacts (2.9) of its decisions and activities on society and the
environment (2.6), through transparent and ethical behaviour (2.7) that

— contributes to sustainable development (2.23), including health and the welfare of society;

— takes into account the expectations of stakeholders (2.20);

— is in compliance with applicable law and consistent with international norms of behaviour (2.11); and

— is integrated throughout the organization (2.12) and practised in its relationships
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sphere of in
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Activities include products, services and processes.

Relationships refer to an organization's activities within its sphere of influence (2.19).

fluence

range/extent of political, contractual, economic or other relationships through which an organization (2.12)
has the ability to affect the decisions or activities of individuals or organizations

The ability to influence does not, in itself, imply a responsibility to exercise influence.

xt of

NOTE 1
NOTE2 W
the guidance
2.20
stakeholder
individual or
2.21

stakeholder
activity unde

stakeholders (2.20), with the aim of providing an informed basis for the organization's decisions

2.22
supply chai
sequence of

NOTE n
the purpose o

2.23

sustainable
developmen
meet their o

NOTE S
social justice
environmenta
expressing th

2.24
transparend
openness a
willingness t

2.25
value chain

n

hore-this-tarm anpaoro n-this Intagrnational Standard it ic ol\uaye intended-to-be-tnderstood-in-the-cont
g

B
n5.2.3and 7.3.3.

group that has an interest in any decision or activity of an organization (2.12)

engagement
rtaken to create opportunities for dialogue between an organization (2,42) and one or more

activities or parties that provides products (2.15) or services (2.16) to the organization (2.1

some instances, the term supply chain is understood tg‘be the same as value chain (2.25). Howevd
f this International Standard supply chain is used as defined above.

development
that meets the needs of the present\without compromising the ability of future generatio
vn needs

stainable development is about ‘integrating the goals of a high quality of life, health and prosperity
and maintaining the earth's~eapacity to support life in all its diversity. These social, economig
goals are interdependent and-mutually reinforcing. Sustainable development can be treated as a W
b broader expectations of-society as a whole.

y
pout decisionis“and activities that affect society, the economy and the environment (2.6)

b commupnicate these in a clear, accurate, timely, honest and complete manner

entire sequehe

(2.16)
NOTE 1
NOTE 2

2.26

Parties that provide value include suppliers, outsourced workers (2.27), contractors and others.

Parties that receive value include customers (2.3), consumers (2.2), clients, members and other users.

vulnerable group
group of individuals who share one or several characteristics that are the basis of discrimination or adverse
social, economic, cultural, political or health circumstances, and that cause them to lack the means to achieve

their rights o

r otherwise enjoy equal opportunities

of its

2)

br, for

hs to

with
and
ay of

and

ices
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worker
person who performs work, whether an employee (2.5) or someone who is self-employed

3 Understanding social responsibility

3.1

The social responsibility of organizations: Historical background

00:2010(E)

The term somal respon3|b|llty came |nto W|despread use in the early 1970s, aIthough various aspects of social

Atter
resp

The
not

sustainable development.

The
liablg
congG

An e
such
hum
time

The
View

as impportant elements of social responsibility:

ry, and in some mstances even earlier.

tion to social responsibility has in the past focused primarily on business. The term, “cor|
pnsibility” (CSR) is more familiar to most people than “social responsibility”.

View that social responsibility is applicable to all organizations emerged as different types of ¢
ust those in the business world, recognized that they too had responsibilities for co

blements of social responsibility reflect the expectations of society@t*a particular time, and
to change. As society's concerns change, its expectations of.Qrganizations also change to
erns.

arly notion of social responsibility centred on philanthropic activities such as giving to cha
as labour practices and fair operating practices emerged a century or more ago. Other subj
bn rights, the environment, consumer protection and“countering fraud and corruption, were
as they received greater attention.

core subjects and issues identified in this International Standard reflect a current view of g
s of good practice will also undoubtedly change in the future, and additional issues may com

!

he late 19th

porate social

rganizations,
ntributing to

hre therefore
reflect those

ty. Subjects
cts, such as
added over

bod practice.
e to be seen

3.2 | Recent trends in social responsibility
For g number of reasons, awareness about the social responsibility of organizations is increasing.
Globglization, greater ease of mobility and accessibility, and the growing availability of instant compmunications

mea
activ
orga
orga
indiv]

The

N that individuals andorganizations around the world are finding it easier to know about the d
ties of organizations in both nearby and distant locations. These factors provide the op
nizations to_benefit from learning new ways of doing things and solving problems. This
hizations'-decisions and activities are subject to increased scrutiny by a wide variety of
duals. PaliCies or practices applied by organizations in different locations can be readily com

global nature of some enwronmental and health issues, recognition of worldwide resp

ecisions and
portunity for
means that
groups and
pared.

onsibility for

ly dispersed

value chams mean that matters relevant to an orgamzatlon may extend weII beyond those existing in the
immediate area in which the organization is located. It is important that organizations address social
responsibility irrespective of social or economic circumstances. Instruments such as the Rio Declaration on
Environment and Development!®® the Johannesburg Declaration on Sustainable Development!™"! the
Millennium Development Goals"** and the ILO Declaration on Fundamental Principles and Rights at Work (54l
emphasize this worldwide interdependence.

Over the past several decades, globalization has resulted in an increase in the impact of different types of

organizations — including those in the private sector, NGOs and government — on communities and the
environment.
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NGOs and companies have become providers of many services usually offered by government, particularly in
countries where governments have faced serious challenges and constraints and have been unable to provide
services in areas such as health, education and welfare. As the capability of country governments expands,
the roles of government and private sector organizations are undergoing change.

In times of economic and financial crisis, organizations should seek to sustain their activities related to social
responsibility. Such crises have a significant impact on more vulnerable groups, and thus suggest a greater
need for increased social responsibility. They also present particular opportunities for integrating social,
economic and environmental considerations more effectively into policy reform and organizational decisions

and activities. Government has a crucial role to play in realizing these opportunities.

Consumers,
organization
organization
detailed infq
organization
to meet their

These and ¢
demonstrate

CUStomers; donors,  Mvestors—and-owners—are, 1T vanous ways, exerting fimanciatmfueng
5 in relation to social responsibility. The expectations of society regarding the performan
5 continue to grow. Community right-to-know legislation in many locations gives peoplé acce
rmation about the decisions and activities of some organizations. A growing numbg
5 are communicating with their stakeholders, including by producing social respensibility ref

needs for information about the organization's performance.

ther factors form the context for social responsibility and contribute to the-call for organizatio
their social responsibility.

3.3 Characteristics of social responsibility

3.31

Gengéral

The essential characteristic of social responsibility (2.18) is the willingness of an organization to incorp

social and ¢
decisions an
that contriby
international
organization

nvironmental considerations in its decision making ‘and be accountable for the impacts

d activities on society and the environment. This\implies both transparent and ethical beha
tes to sustainable development, is in compliance with applicable law and is consistent
norms of behaviour. It also implies that-social responsibility is integrated throughou
is practised in its relationships and takes:nto account the interests of stakeholders.

A stakeholdgr has one or more interests that canbe affected by the decisions and activities of an organiZ

This interest
relationship
can be refg
organization

gives the party a “stake” in the organization that creates a relationship with the organization.
heed not be formal or even acknowledged by the stakeholder or the organization. Stakeho
rred to as ‘“interested parties”. In determining which stakeholder interests to recognize
should consider the lawfulness of those interests and their consistency with international n

e on
ce of
ss to
pr - of
orts,

ns to

brate
pf its
viour
with

the

ation.
This
ders
, an
borms

of behaviour

3.3.2 The expectations of-society
ciple
ocial
s to

Social respopsibility involves an understanding of the broader expectations of society. A fundamental prir
of social redponsibility.is respect for the rule of law and compliance with legally binding obligations. S
responsibility, however, also entails actions beyond legal compliance and the recognition of obligatio
others that are net legally binding. These obligations arise out of widely shared ethical and other values.

Although expectations of socially responsible behaviour will vary between countries and cultures,
organizations should nevertheless respect international norms of behaviour such as those reflected in the
Universal Declaration of Human Rights "*®, the Johannesburg Declaration on Sustainable Development!'®"
and other instruments.

Clause 6 considers the core subjects of social responsibility. Each of these core subjects includes various

issues that will enable an organization to identify its main impacts on society. The discussion of each issue
also describes actions to address these impacts.
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3.3.3 The role of stakeholders in social responsibility
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Identification of and engagement with stakeholders are fundamental to social responsibility. An organization
should determine who has an interest in its decisions and activities, so that it can understand its impacts and
how to address them. Although stakeholders can help an organization identify the relevance of particular
matters to its decisions and activities, stakeholders do not replace broader society in determining norms and
expectations of behaviour. A matter may be relevant to the social responsibility of an organization even if not
specifically identified by the stakeholders it consults. Further guidance on this is provided in 4.5 and Clause 5.

3.3.4

Integrating social responsibility

Becs
activ
addr|
resp
mak

Phila
How
orga

The
orga
peer

valug chain or any other relevant party within the organization's\sphere of influence.

Box

ties, the ongoing, regular daily activities of the organization constitute the most important\be
bssed. Social responsibility should be an integral part of core organizational strategy, W
bnsibilities and accountability at all appropriate levels of the organization. It should be reflecte
ng and considered in implementing activities.

nthropy (in this context understood as giving to charitable causes) can haveé a-positive impac
bver, it should not be used by an organization as a substitute for integrating social responsi
nization.

mpacts of an organization's decisions or activities can be greatly affected by its relationshi

nizations. An organization may need to work with others to address its responsibilities. These
organizations, competitors (while taking care to avoid anti*‘competitive behaviour), other

P describes the importance of gender equality and how’it relates to social responsibility.

use social responsibility concerns the potential and actual impacts of an organization's-dgcisions and

aviour to be
ith assigned
d in decision

t on society.
bility into the

bs with other
can include
parts of the

All s
whic
discr
indiv]
Ther
is w
orga

Orgs
equa

Box 2 — Gender equality and social responsibility

h activities and responsibilities are perceived as male and female. These gender roles
minate against women, but also against men. In all cases, gender discrimination limits th¢
duals, families, communities and soCieties.

e is a demonstrated positive link between gender equality and economic and social develop

ny gender equality is one ©of the Millennium Development Goals. Promotion of gender e
nization's activities and advocacy is an important component of social responsibility.

lity. Areas include:

brogressively achieving parity and eliminating gender barriers;

bqual treatment of men and women workers in recruitment, job assignment, training, opp

bcieties assign gender roles to men and:women. Gender roles are learned behaviours that condition

sometimes
potential of

ment, which
quality in an

nizations shouldcreview their decisions and activities to eliminate gender bias and promote gender

he mix of-mien and women in the organization's governing structure and management, with the aim of

brtunities for

dvancement comnensation and termination of emnlovment:
T g PreY T

equal remuneration for men and women workers for work of equal value

[57].

possible differential impacts on men and women concerning workplace and community safety and health;

decisions and activities of the organization that give equal consideration to the needs of men and women

(for example, checking for any differential impact on men and women arising from the development of
specific products or services, or reviewing the images of women and men presented in any
communications or advertising by the organization); and

benefits for both women and men from the organization's advocacy of and contributions to community

development, with possible special attention to redressing areas where either gender is disadvantaged.
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Gender equality in stakeholder engagement is an important means for achieving gender equality in an

organization'

s activities.

To promote gender equality, organizations may also find it useful to seek expertise in addressing gender

issues.

Organizations are encouraged to use indicators, targets and best practice references to systematically monitor

progress in achieving gender equality

[133][149]

Box 3 descri

es how this lnternational Standard covers the activities of small and medium-sized oraaniz
)

tions

(SMOs).

Small and n
activities fall
International

Integrating s
efficient acti
for being m
responsibility
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organization
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not be poss
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take int
may be
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be awdg

Box 3 — ISO 26000 and small and medium-sized organizations (SMOs)

nedium-sized organizations are organizations whose number of employees or size of fing
below certain limits. The size thresholds vary from country to country. Forhe purpose o
Standard, SMOs include those very small organizations referred to as “micro” organizations.

ocial responsibility throughout an SMO can be undertaken through practical, simple and
bns, and does not need to be complex or expensive. Owing to their small size, and their pots
pre flexible and innovative, SMOs may in fact provide particulafly good opportunities for s
. They are generally more flexible in terms of organizational management, often have
local communities, and their top management usually has 'a more immediate influence o
s activities.

nsibility involves the adoption of an integrated approach to managing an organization's acti
An organization should address and monitor thetimpacts of its decisions and activities on sg
ronment in a way that takes account of both:the size of the organization and its impacts. It
ble for an organization to remedy immediately all negative consequences of its decisiong
hight be necessary to make choices and terset priorities.

) considerations may be of assistance: SMOs should:
b account that internal management procedures, reporting to stakeholders and other procg
more flexible and informal‘for SMOs than for their larger counterparts, provided that approy

transparency are preserved;

re that when reviewing all seven core subjects and identifying the relevant issues

organiz

recognizing that all core-Subjects but not all issues will be relevant for every organization;

focus

development{An SMO should also have a plan to address remaining issues and impacts in a t

manner

tion's own contexty conditions, resources and stakeholder interests should be taken into acc

ncial
f this

cost-
pntial
ocial
close
n the

vities
ciety
may

and

SSes

riate

the
punt,

t the outset on the issues and impacts that are of greatest significance to sustaipable

mely

seek assistance from appropriate government agencies, collective organizations (such as sector

associations and umbrella or peer organizations) and national standards bodies in developing practical
guides and programmes for using this International Standard. Such guides and programmes should be

tailored

to the specific nature and needs of SMOs and their stakeholders; and

where appropriate, act collectively with peer and sector organizations rather than individually, to save

resources and enhance capacity for action. For instance, for organizations operating in the same context
and sector, identification of and engagement with stakeholders can sometimes be more effective if done
collectively.
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Being socially responsible is likely to benefit SMOs for the reasons mentioned elsewhere in this International
Standard. SMOs may find that other organizations with which they have relationships consider that providing
support for SMO endeavours is part of their own social responsibility.

Organizations with greater capacity and experience in social responsibility might consider providing support to
SMOs, including assisting them in raising awareness on issues of social responsibility and good practice.

3.3.5 Relationship between social responsibility and sustainable development

ngeably, and

: international
recognition following the publication in 1987 of the Re7port of the United Nations~World Commission on
Envifonment and Development: Our Common Future! Sustainable developmient is about |meeting the
needs of society while living within the planet's ecological I|m|ts and without jeopardizing the abjlity of future
gengrations to meet their needs. Sustainable development has three dimensions — economiq, social and
envitonmental — which are interdependent; for instance, the elimination of(peverty requires the promotion of
socigl justice and economic development and the protection of the environment.

The jmportance of these objectives has been reiterated over the years since 1987 in numerous [international
forums, such as the United Nations Conference on Environmetit and Development in 1992 arjd the World
Sumpmit on Sustainable Development in 2002.

Social responsibility has the organization as its focus.‘and concerns an organization's respgnsibilities to
socigty and the environment. Social responsibility is ‘closely linked to sustainable developmgnt. Because
sustginable development is about the economic, social'and environmental goals common to all geople, it can
be uped as a way of summing up the broader expéectations of society that need to be taken int¢p account by
orgapizations seeking to act responsibly. Therefore, an overarching objective of an organization's social
resppnsibility should be to contribute to sustainable development.

The principles, practices and core subjects described in the following clauses of this Internatiopal Standard
form|the basis for an organization's ‘practical implementation of social responsibility and its cgntribution to
sustainable development. The d&gcisions and activities of a socially responsible organization can make a
meahingful contribution to sustainable development.

The pbjective of sustainable-development is to achieve sustainability for society as a whole and the planet. It
doeg not concern the sustainability or ongoing viability of any specific organization. The sustainability of an
indivjdual organization may, or may not, be compatible with the sustainability of society as a whple, which is
attaimed by addressing social, economic and environmental aspects in an integrated manner.| Sustainable
consumption, sustainable resource use and sustainable livelihoods are relevant to all organizations and relate
to th¢ sustainability of society as a whole.

3.4 | The state and social responsibility

This International Standard cannot replace, alter or in any way change the duty of the state to act in the public
interest. This International Standard does not provide guidance on what should be subject to legally binding
obligations; neither is it intended to address questions that can only properly be resolved through political
institutions. Because the state has the unique power to create and enforce the law, it is different from
organizations. For instance, the duty of the state to protect human rights is different from those responsibilities
of organizations with regard to human rights that are addressed in this International Standard.

The proper functioning of the state is indispensable for sustainable development. The role of the state is
essential in ensuring the effective application of laws and regulations so as to foster a culture of compliance
with the law. Governmental organizations, like any other organizations, may wish to use this International
Standard to inform their policies, decisions and activities related to aspects of social responsibility.
Governments can assist organizations in their efforts to operate in a socially responsible manner in many
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ways, such as in the recognition and promotion of social responsibility. However, promoting the social
responsibility of organizations is not and cannot be a substitute for the effective exercise of state duties and

responsibilities.

4 Principles of social responsibility

4.1

General

This clause provides guidance on seven principles of social responsibility.

When apprd
maximize its
of principles
as the princi

Organizatiory

aching and practising social responsibility, the overarching objective for an organizatién
contribution to sustainable development. Within this objective, although there is no definitiy
for social responsibility, organizations should respect the seven principles outlined below, ag
bles specific to each core subject outlined in Clause 6.

s should base their behaviour on standards, guidelines or rules of conduct thatyare in accord

is to
e list
well

ance

with accepted principles of right or good conduct in the context of specific situations, even when these

situations ar

In applying

b challenging.

his International Standard it is advisable that an organization take'into consideration sog

environmental, legal, cultural, political and organizational diversity, as_wéll as differences in econ

conditions, W

4.2 Acco

The principl
environment]

This principl

hile being consistent with international norms of behaviour.

intability

s

-

e suggests that an organization should,accept appropriate scrutiny and also accept a dy

respond to this scrutiny.

Accountabili
organization
Accountabili

y involves an obligation on management to be answerable to the controlling interests o

ietal,
omic

is: an organization should be accountable for, its' impacts on society, the economy and the

ty to

f the

and on the organization to be answerable to legal authorities with regard to laws and regulafions.

y for the overall impact of its.décisions and activities on society and the environment also im

that the organization's answerability to those affected by its decisions and activities, as well as to socié

plies
bty in

general, varies according to the nature of the impact and the circumstances.
Being accolintable will have.a~positive impact on both the organization and society. The degrge of
accountabilify may vary, But~should always correspond to the amount or extent of authority. Those

organizations with ultimate~authority are likely to take greater care for the quality of their decisions
oversight. Agcountabjlityalso encompasses accepting responsibility where wrongdoing has occurred, taking
the appropriate measures to remedy the wrongdoing and taking action to prevent it from being repeated.

An organization.should account for:

and

significant negative consequences; and

the actions taken to prevent repetition of unintended and unforeseen negative impacts.

4.3 Transparency

the impacts of its decisions and activities on society, the environment and the economy, especially

The principle is: an organization should be transparent in its decisions and activities that impact on society
and the environment.

An organization should disclose in a clear, accurate and complete manner, and to a reasonable and sufficient
degree, the policies, decisions and activities for which it is responsible, including their known and likely
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impacts on society and the environment. This information should be readily available, directly accessible and
understandable to those who have been, or may be, affected in significant ways by the organization. It should
be timely and factual and be presented in a clear and objective manner so as to enable stakeholders to
accurately assess the impact that the organization's decisions and activities have on their respective interests.

The principle of transparency does not require that proprietary information be made public, nor does it involve
providing information that is privileged or that would breach legal, commercial, security or personal privacy
obligations.

An organization should be transparent regarding:

— {he purpose, nature and focation of 1tS activities;
— the identity of any controlling interest in the activity of the organization;

— the manner in which its decisions are made, implemented and reviewed, including the defjnition of the
roles, responsibilities, accountabilities and authorities across the different functiens in the organization;

— ptandards and criteria against which the organization evaluates its owh performance relatjng to social
responsibility;

— |ts performance on relevant and significant issues of social respansibility;
— the sources, amounts and application of its funds;

— the known and likely impacts of its decisions and actiyities on its stakeholders, society, the gconomy and
he environment; and

— |ts stakeholders and the criteria and proceduresdused to identify, select and engage them.

4.4 | Ethical behaviour

The principle is: an organization should behave ethically.
An drganization's behaviour should'be based on the values of honesty, equity and integrity. Tlhese values
imply a concern for people, animals and the environment and a commitment to address the |mpact of its
activ|ties and decisions on stakeholders' interests.

An ofganization should-actively promote ethical behaviour by:

— |dentifying and’stating its core values and principles;

— feveloping” and using governance structures that help to promote ethical behaviour within the
brganization, in its decision making and in its interactions with others;

— dclltifyillg, adoptingand-appiying-standards of-ethicat-behaviour appropriateto-itsptrpose-and activities

and consistent with the principles outlined in this International Standard;
— encouraging and promoting the observance of its standards of ethical behaviour;

— defining and communicating the standards of ethical behaviour expected from its governance structure,
personnel, suppliers, contractors and, when appropriate, owners and managers, and particularly from
those that have the opportunity, while preserving local cultural identity, to significantly influence the values,
culture, integrity, strategy and operation of the organization and people acting on its behalf;

— preventing or resolving conflicts of interest throughout the organization that could otherwise lead to
unethical behaviour;
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— establishing and maintaining oversight mechanisms and controls to monitor, support and enforce ethical
behaviour;

— establishing and maintaining mechanisms to facilitate the reporting of unethical behaviour without fear of
reprisal;

— recognizing and addressing situations where local laws and regulations either do not exist or conflict with
ethical behaviour;

— adopting and applying internationally recognized standards of ethical behaviour when conducting
research with human subjects !'®”; and

— respecting the welfare of animals, when affecting their lives and existence, including by providing dJecent
conditiohs for keeping, breeding, producing, transporting and using animals 7.

4.5 Respect for stakeholder interests

The principlg is: an organization should respect, consider and respond to the interests.-af itS stakeholders.
Although an|organization's objectives may be limited to the interests of its owners;” members, customdrs or
constituents| other individuals or groups may also have rights, claims or specific_interests that should be taken
into account| Collectively, these individuals or groups comprise the organization's stakeholders.
An organization should:

— identify |ts stakeholders;

— recognize and have due regard for the interests as well as‘the legal rights of its stakeholders and respond
to their ¢xpressed concerns;

— recognize that some stakeholders can significantly-affect the activities of the organization;

— assess and take into account the relative abijlity of stakeholders to contact, engage with and influencg the
organization;

— take intp account the relation of its~stakeholders' interests to the broader expectations of society apd to
sustaingble development, as well“as the nature of the stakeholders' relationship with the organization
(see alsp 3.3.1); and

— considef the views of stakeholders whose interests are likely to be affected by a decision or activity even
if they hpve no formalqole in the governance of the organization or are unaware of these interests.

4.6 Respect forithe rule of law

The principlg isan organization should accept that respect for the rule of law is mandatory.

The rule of law refers to the supremacy of law and, in particular, to the idea that no individual or organization
stands above the law and that government is also subject to the law. The rule of law contrasts with the
arbitrary exercise of power. It is generally implicit in the rule of law that laws and regulations are written,
publicly disclosed and fairly enforced according to established procedures. In the context of social
responsibility, respect for the rule of law means that an organization complies with all applicable laws and
regulations. This implies that it should take steps to be aware of applicable laws and regulations, to inform
those within the organization of their obligation to observe and to implement those measures.

An organization should:

— comply with legal requirements in all jurisdictions in which the organization operates, even if those laws
and regulations are not adequately enforced;
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ensure that its relationships and activities comply with the intended and applicable legal framework;

keep itself informed of all legal obligations; and

periodically review its compliance with applicable laws and regulations.

Respect for international norms of behaviour

The principle is: an organization should respect international norms of behaviour, while adhering to the
principle of respect for the rule of law.

n situations where the law or its implementation does not provide for adequate environme
safeguards, an organization should strive to respect, as a minimum, international norms-of‘be

n countries where the law or its implementation conflicts with international norms of b
brganization should strive to respect such norms to the greatest extent possible:
where not following these norms would have significant consequences, an organizatior

easible and appropriate, review the nature of its relationships and activities within that jurisdi

An organization should consider legitimate opportunities and-.‘Channels to seek to influe
brganizations and authorities to remedy any such conflict.

An organization should avoid being complicit in theactivities of another organization
consistent with international norms of behaviour.

ntal or social
haviour.

Ehaviour, an

n situations where the law or its implementation is in conflict with international norms of bghaviour and

should, as
ction.

hce relevant

hat are not
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inconsistent with, or disrespectful of, international norms of behaviour that the organization, throug
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Box 4 — Understanding complicity

plicity has both legal and non-legal meanings.

e legal context, complicity has been\defined in some jurisdictions as being party to an act
g a substantial effect on the commission of an illegal act such as a crime, while having kno
to contribute to, that illegal act:

licity is associated with the concept of aiding and abetting an illegal act or omission.

non-legal context, Complicity derives from broad societal expectations of behaviour. In this
ization may be.considered complicit when it assists in the commission of wrongful acts of ot

diligence, knew or should have known would lead to substantial negative impacts on
omy or the )lenvironment. An organization may also be considered complicit where it stays si
fits from_such wrongful acts.

or omission
wledge of, or

5 context, an
hers that are
h exercising
society, the
ent about or

4.8

Respect for human rights

The principle is: an organization should respect human rights and recognize both their importance and their
universality (see also the core subject of human rights in 6.3).

Ano

rganization should:

respect and, where possible, promote the rights set out in the International Bill of Human Rights;

respect the universality of these rights, that is, that they are indivisibly applicable in all countries, cultures

and situations;
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ge of these situations; and

adhere to the principle of respect for international norms of behaviour (see 4.7).

in situations where human rights are not protected, take steps to respect human rights and avoid taking

in situations where the law or its implementation does not provide for adequate protection of human rights,

5 Recognizing social responsibility and engaging stakeholders

5.1 General

This clause addresses two fundamental practices of social responsibility: the recognition by an organizatipn of
its social responsibility, and the organization's identification of, and engagement with, its stakeholders. Ag with
the principlgs described in Clause 4, these practices should be kept in mind when addressing the |core
subjects of gocial responsibility described in Clause 6.

The recognjtion of social responsibility involves identifying the issues raised by~the impacts gf an

organization
contribute to

The recogni
described in
the interests

5.2 Recognizing social responsibility

5.2.1
In addressin

Betwee
decisior
society’'
conside

Betwee
stakeho|
activitie

Betwee

the stakieholders' interests that are affected by the organization, on the one hand, and the expectatio
society fon the ether. Although stakeholders are part of society, they may have an interest that i
consistgnt with\the expectations of society. Stakeholders have particular interests with regard td
organization. that can be distinguished from societal expectations of socially responsible beha
regardirlg-any issue. For example, the interest of a supplier in being paid and the interest of socig

Imp3cts, interests and expectations

sustainable development.

ion of social responsibility also involves the recognition of an, ofganization's stakeholders
4.5, a basic principle of social responsibility is that an organization should respect and con
of its stakeholders that will be affected by its decisions and activities.

n the organization and society Ancorganization should understand and recognize ho
s and activities impact on society-and the environment. An organization should also unders
b expectations of responsible behaviour concerning these impacts. This should be don
ring the core subjects and issues of social responsibility (see 5.2.2);

n the organization and its)stakeholders An organization should be aware of its va
ders. These are the individuals or groups whose interests could be affected by the decisiong
5 of the organization(see 3.3.1); and

the stakeholders and society An organization should understand the relationship bet

 its social responsibility an organization should understand three relationships (see Figure 2):

s decisions and activities, as well as the way these issues should be addressed so as to

5. As
sider

W its
tand
e by

rious
and

veen
ns of
5 not

the
viour

ty in

contracts being honoured can be different perspectives on the same issue.
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Society

and Environment

Expectations Impacts

Organization
—

NOTE

Inre
orga
may
inter

5.2.2

An e
conc

Interests

Stakeholders

Stakeholders may have an interest that is not consistent'with the expectations of society.

Figure 2 — Relationship between an organization, its stakeholders and society

cognizing its social responsibility, an organization will need to take all three relationships intg
hization, its stakeholders and society(are likely to have different perspectives, because the
not be the same. It should be recognized that individuals and organizations may have many
psts that can be affected by the decisions and activities of an organization.

Recognizing the core subjects and relevant issues of social responsibility

account. An
ir objectives
and diverse

ffective way for an Organization to identify its social responsibility is to become familiar with the issues

erning social responsibility in the following seven core subjects: organizational governance; h

labouir practices; the.environment; fair operating practices; consumer issues; and community invg

deve

Thes
addr
core

lopment (see6:2 to 6.8).

e core-subjects cover the most likely economic, environmental and social impacts thg
pssed\by organizations. Each of these core subjects is considered in Clause 6. The discus
sUbject covers specific issues that an organization should take into account when identify

uman rights;
Ivement and

t should be
sion of each
ng its social

resp
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ganization.

The guidance on each issue includes a number of actions that an organization should take and expectations
of the way in which an organization should behave. In considering its social responsibility, an organization
should identify each issue relevant to its decisions and activities, together with the related actions and
expectations. Additional guidance on identifying issues can be found in 7.2 and 7.3.

The impacts of an organization's decisions and activities should be considered with a view to these issues.
Moreover, the core subjects and their respective issues can be described or categorized in various ways.
Some important considerations, including health and safety, economics and the value chain, are dealt with
under more than one core subject in Clause 6.
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An organization should review all the core subjects to identify which issues are relevant. The identification of
relevant issues should be followed by an assessment of the significance of the organization's impacts. The
significance of an impact should be considered with reference both to the stakeholders concerned and to the
way in which the impact affects sustainable development.

When recognizing the core subjects and issues of its social responsibility, an organization is helped by
considering interactions with other organizations. An organization should also consider the impact of its
decisions and activities on stakeholders.

An organization seeking to recognize its social responsibility should consider both legally-binding and any
other obligations that exist. Legally-binding obligations include applicable laws and regulations, as well as

obligations g
organization
commitment
associations

Recognizing
should be d
should be r¢
being addres

5.2.3 Soci

An organiza
facto contro
decisions an
Such impac
organization
which it has

This sphere

OTTCETTINTY SUTat, ECoONoTTic or environmentat issues that may existimenforceabtecontract
should consider the commitments that it has made regarding social responsibility:
5 could be in ethical codes of conduct or guidelines or in the membership obligatior
to which it belongs.

social responsibility is a continuous process. The potential impacts of decisions and acti
btermined and taken into account during the planning stage of new activities.’ Ongoing acti
viewed as necessary so that the organization can be confident that its soeial responsibility i
sed and can determine whether additional issues need to be taken inta-account.

bl responsibility and an organization's sphere of influence

ion is responsible for the impacts of decisions and activitiés’ over which it has formal and/
" (de facto control refers to situations where one organijzation has the ability to dictatg
d activities of another party, even where it does not have the legal or formal authority to dg
s can be extensive. In addition to being responsible for its own decisions and activities
may, in some situations, have the ability to affect the behaviour of organizations/parties
relationships. Such situations are considered to-fall within an organization's sphere of influen

of influence includes relationships within .and beyond an organization's value chain. Howeve

all of an organization's value chain necessarily falls\within its sphere of influence. It can include the forma

informal ass

pciations in which it participates, as well as peer organizations or competitors.

An organizafion does not always have a responsibility to exercise influence purely because it has the abi

do so. For i
have some
situations W

nstance, it cannot be held responsible for the impacts of other organizations over which it
influence if the impact js ;not a result of its decisions and activities. However, there w
here an organization~will" have a responsibility to exercise influence. These situations

determined By the extent to which-an organization's relationship is contributing to negative impacts.

There will 4

Iso be situations “where, though an organization does not have a responsibility to exe

influence, it may nevertheless wish, or be asked, to do so voluntarily.

An organiza
extent of thi
the impacts

tion mayadecide whether to have a relationship with another organization and the nature
5 relationship. There will be situations where an organization has the responsibility to be al
created by the decisions and activities of other organizations and to take steps to avoid
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When assessing its sphere of influence and determining its responsibilities, an organization should exercise
due diligence to avoid contributing to negative impacts through its relationships. Further guidance can be
found in 7.3.3.

5.3 Stakeholder identification and engagement

5.3.1 General

Stakeholder identification and engagement are central to addressing an organization's social responsibility.
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5.3.2 Stakeholder identification

Stakeholders are organizations or individuals that have one or more interests in any decision or activity of an
organization. Because these interests can be affected by an organization, a relationship with the organization
is created. This relationship need not be formal. The relationship created by this interest exists whether or not
the parties are aware of it. An organization may not always be aware of all its stakeholders, although it should
attempt to identify them. Similarly, many stakeholders may not be aware of the potential of an organization to
affect their interests.

In this context, interest refers to the actual or potential basis of a claim, that is, to demand something that is
owed or to demand respect for a right. Such a claim need not involve financial demands or legal rights.

Somgtmes—itcamsimpty be—theTight tobe—heard—FheTetevance—or—sigmnificanceof amimte

detefmined by its relationship to sustainable development.

rrest is best

Undgrstanding how individuals or groups are or can be affected by an organization's decisions and activities

will
orga
impg

hake it possible to identify the interests that establish a relationship with the organization. T
nization's determination of the impacts of its decisions and activities will facilitate identificatio
rtant stakeholders (see Figure 2).

Orgs
com
orga
pollu

nizations may have many stakeholders. Moreover, different stakeholders” have various an

nization, such as employment, as well as the negative impacts.of the same organizati
fion.

Som
of th
succ]

e stakeholders are an integral part of an organization. These include any members, employe
b organization. These stakeholders share a common interest in the purpose of the organizat
ss. This does not mean, however, that all their interests regarding the organization will be th

The
very
loseq

nterests of most stakeholders can be related to:the social responsibility of the organization 3
similar to some of the interests of society. Aniexample is the interest of a property owner wh
value because of a new source of pollution,

Not all stakeholders of an organization beléng to organized groups that have the purpose of repre
intergsts to specific organizations. Manyjstakeholders may not be organized at all, and for this

herefore, the
n of its most

i sometimes

beting interests. For example, community residents' interests could include the positive impacts of an

bn, such as

BS Or owners
on and in its
e same.

nd often are

pse property

senting their
reason, they

may [be overlooked or ignored. This,problem may be especially important with regard to vulnerabl¢ groups and

future generations.

Groyps advocating social or. environmental causes may be stakeholders of an organization who
and fctivities have a relevant'and significant impact on these causes.

An qgrganization should’ examine whether groups claiming to speak on behalf of specific sta

advdgcating specific’‘eauses are representative and credible. In some cases, it will not be possible
intergsts to be-directly represented. For instance, children rarely own or control organized group
wildlife canpotido so. In this situation, an organization should give attention to the views of cre|
seeking toprotect such interests.

se decisions

eholders or
for important
s of people;
dible groups

To whom does the organization have legal obligations?

Who might be positively or negatively affected by the organization's decisions or activities?
Who is likely to express concerns about the decisions and activities of the organization?
Who has been involved in the past when similar concerns needed to be addressed?

Who can help the organization address specific impacts?

Who can affect the organization's ability to meet its responsibilities?
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— Who would be disadvantaged if excluded from the engagement?

—  Who in the value chain is affected?

5.3.3 Stakeholder engagement

Stakeholder engagement involves dialogue between the organization and one or more of its stakeholders. It
assists the organization in addressing its social responsibility by providing an informed basis for its decisions.

Stakeholder engagement can take many forms. It can be initiated by an organization or it can begin as a
response by an organization to one or more stakeholders. It can take place in_either_informal or formal
meetings and can follow a wide variety of formats such as individual meetings, conferences, workshops,
public hearihgs, round-table discussions, advisory committees, regular and structured information| and
consultation|procedures, collective bargaining and web-based forums. Stakeholder engagement, 'should be
interactive aphd is intended to provide opportunities for stakeholders' views to be heard. Its essential featyre is
that it involves two-way communication.

There are various reasons for an organization to engage with its stakeholders. Stakeholder engagement can
be used to:

— increasg an organization's understanding of the likely consequences of jts\decisions and activitigs on
specific|stakeholders;

— determipe how best to increase the beneficial impacts of the organization's decisions and activitieg and
how to Ipssen any adverse impact;

— determine whether the organization's claims about its social responsibility are perceived to be crediblg;

— help anjorganization review its performance so it can improve;

— reconcilg conflicts involving its own interests, those of its stakeholders and the expectations of society as
a whole

— addresg the link between the stakeholders' interests and the responsibilities of the organization to sdciety
at large

— contribute to continuous learning by the organization;
— fulfil leggl obligations (for instance to employees);

— addresg conflicting “interests, either between the organization and the stakeholder or betyveen
stakeholders;

— provide the organization with the benefits of obtaining diverse perspectives;

— increas tlallopalcl CY of-its—decistons—and abt;v;t;co, arrd
— form partnerships to achieve mutually beneficial objectives.

In most situations an organization will already know, or can easily learn, society's expectations of the way the
organization should address its impacts. In such circumstances, it need not rely on engagement with specific
stakeholders to understand these expectations, although the stakeholder engagement process can provide
other benefits. Society's expectations are also found in laws and regulations, widely accepted social or cultural
expectations and established standards or best practices regarding specific matters. Expectations concerning
stakeholders' interests can be found in the “Related actions and expectations” sections following the
description of various issues in Clause 6. Expectations established through stakeholder engagement should
supplement rather than replace already established expectations concerning an organization's behaviour.
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A fair and proper process based on engaging the most relevant stakeholders should be developed. The
interest (or interests) of organizations or individuals identified as stakeholders should be genuine. The
identification process should seek to ascertain whether they have been or are likely to be impacted by any
decision and activity. Where possible and practical, engagement should be with the most representative
organizations reflecting these interests. Effective stakeholder engagement is based on good faith and goes
beyond public relations.

When engaging stakeholders, an organization should not give preference to an organized group because it is
more “friendly” or supports the organization's objectives more than another group. An organization should not
neglect engaging stakeholders merely because they are silent. An organization should not create or support
particular groups to g|ve the appearance that it has a d|alogue partner when the supposed partner is not in
fact ' disclosure of

An organization should be conscious of the effect of its decisions and activities on the interests and needs of
its stakeholders. It should have due regard for its stakeholders as well as their varying-capacities and needs to
contact and engage with the organization.
Stakeholder engagement is more likely to be meaningful when the following~eléments are pregent: a clear
purppse for the engagement is understood; the stakeholder's interests have been identified; thg relationship
that these interests establish between the organization and the stakeholder'is direct or important; [the interests

of stakeholders are relevant and significant to sustainable development; and the stakeholddrs have the
necgssary information and understanding to make their decisions.

6 [Guidance on social responsibility core subjects

6.1 | General

To define the scope of its social responsibility, identify relevant issues and set its priorities, an [organization
should address the following core subjects (see-also Figure 3):

— prganizational governance;
— human rights;

— |abour practices;

— the environment;

— [air operating‘practices;

— fonsumerissues; and

— femmunity involvement and development.

Economic aspects, as well as aspects relating to health and safety and the value chain, are dealt with
throughout the seven core subjects, where appropriate. The different ways in which men and women can be
affected by each of the seven core subjects are also considered.

Each core subject includes a range of issues of social responsibility. These are described in this clause
together with related actions and expectations. As social responsibility is dynamic, reflecting the evolution of
social and environmental and economic concerns, further issues may appear in the future.

Action upon these core subjects and issues should be based on the principles and practices of social
responsibility (see Clauses 4 and 5). For each core subject, an organization should identify and address all
those issues that are relevant or significant for its decisions and activities (see Clause 5). When assessing the
relevance of an issue, short- and long-term objectives should be taken into account. There is, however, no
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predetermined order in which an organization should address the core subjects and issues; this will vary with
the organization and its particular situation or context.

Although all the core subjects are interrelated and complementary, the nature of organizational governance is
somewhat different from the other core subjects (see 6.2.1.2). Effective organizational governance enables an
organization to take action on the other core subjects and issues and to implement the principles outlined in

Clause 4.

An organization should look at the core subjects holistically, that is, it should consider all core subjects and
issues, and their interdependence, rather than concentrating on a single issue. Organizations should be aware
that efforts to address one issue may involve a trade-off with other issues. Particular improvements targeted at

a specific is
products or §

Further guid

e . . . . . A o
sue—shoutdTot—affect other-issues—adversety or create—adversempacts—omthetifetycte

ervices, on its stakeholders or on the value chain.

hnce on integration of social responsibility is provided in Clause 7.
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Figure 3 — The seven core subjects

By addressingihese core subjects and issues, and by integrating social responsibility within its decisions

Df its

and

activities, an

organization can achieve some important benefits (see Box 5).

Box 5 — Benefits of social responsibility for an organization

Social responsibility can provide numerous benefits for an organization. These include:

encouraging more informed decision making based on an improved understanding of the expectations of

society, the opportunities associated with social responsibility (including better management of legal risks)

and the

risks of not being socially responsible;

improving the organization's risk management practices;

20
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— enhancing the reputation of the organization and fostering greater public trust;
— supporting an organization's social licence to operate;
— generating innovation;

— improving the competitiveness of the organization, including access to finance and preferred partner
status;

— improving the organization's relationship with its stakeholders, thus exposing the organization to new
JUIbPUbtiVCb (Jlll.lI CUI Itdbt VVitiI d uliVb'lDb' ral be‘ Uf Dtd;\b‘iluiu‘clb,

— enhancing employee loyalty, involvement, participation and morale;
— |mproving the safety and health of both female and male workers;
— |mpacting positively on an organization's ability to recruit, motivate and retain)its' employees;

— Achieving savings associated with increased productivity and resource efficiency, lower energy and water
consumption, decreased waste, and the recovery of valuable by-products;

— |mproving the reliability and fairness of transactions through "responsible political involvement, fair
competition, and the absence of corruption; and

— preventing or reducing potential conflicts with consumers*about products or services.

6.2 | Organizational governance
6.2.1 Overview of organizational goverhance

6.2.1.1 Organizations and organizational governance

Orggnizational governance is the system by which an organization makes and implements decisigns in pursuit
of its|objectives.

Orggnizational governance can comprise both formal governance mechanisms based on defingd structures
and processes and informal mechanisms that emerge in connection with the organization's culture and values,
ofter] influenced by ‘the persons who are leading the organization. Organizational governange is a core
function of everyikind of organization as it is the framework for decision making within the organization.

Governaneesystems vary, depending on the size and type of organization and the environmental, economic,
politicaly eultural and social context in which it operates. These systems are directed by a person or group of
perspns)(owners, members, constituents or others) having the authority and responsibility for T)ursuing the
organization's objectives.

6.2.1.2 Organizational governance and social responsibility

Organizational governance is the most crucial factor in enabling an organization to take responsibility for the
impacts of its decisions and activities and to integrate social responsibility throughout the organization and its
relationships.

Organizational governance in the context of social responsibility has the special characteristic of being both a

core subject on which organizations should act and a means of increasing the organization's ability to behave
in a socially responsible manner with regard to the other core subjects.
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This special characteristic arises from the fact that an organization aiming to be socially responsible should
have an organizational governance system enabling the organization to provide oversight and to put into

practice the principles of social responsibility mentioned in Clause 4.

6.2.2 Principles and considerations

Effective governance should be based on incorporating the principles of social responsibility (see Clause 4)
into decision making and implementation. These principles are accountability, transparency, ethical behaviour,
respect for stakeholder interests, respect for the rule of law, respect for international norms of behaviour and

respect for human rights (see Clause 4). In addition to these principles, an organization should conside

r the

practices, the core subjects and the issues of social responsibility when it establishes and reviews its

governance [system. Further guidance on Integrating social responsibility throughout the organizati
provided in Clause 7.

Leadership is also critical to effective organizational governance. This is true not only for decisioh.makin
also for employee motivation to practice social responsibility and to integrate social responsibility
organizationgl culture.

Due diligenge can be a useful approach for an organization in addressing the issues of social responsi
For further guidance, see 7.3.1.

6.2.3 Decision-making processes and structures

6.2.3.1 Dgscription of the issue

Decision-making processes and structures conducive to social responsibility are those that promote the u
the principles and practices described in Clauses 4 and 5.

Every organization has decision-making processes and&structures. In some cases, these are fo
sophisticated and even subject to laws and regulatiens; in other cases they are informal, rooted

organizationgl culture and values. All organizations shiould put in place processes, systems, structure
other mechanisms that make it possible to apply the,principles and practices of social responsibility[

6.2.3.2 Related actions and expectations

An organizafion's decision-making processes and structures should enable it to:

— develop|strategies, objectives; and targets that reflect its commitment to social responsibility;
— demongfrate leadership.commitment and accountability;

— create and nurtyre‘an environment and culture in which the principles of social responsibility
Clause #) are practised;

— create [aCsystem of economic and non-economic incentives related to performance on {

126][159

IS

y but
into

bility.
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rmal,
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s, or

(see

ocial

responsibifity;

— use financial, natural and human resources efficiently;

— promote a fair opportunity for underrepresented groups (including women and racial and ethnic groups) to

occupy senior positions in the organization;

— balance the needs of the organization and its stakeholders, including immediate needs and those of

future generations;

— establish two-way communication processes with its stakeholders, identifying areas of agreement and

disagreement and negotiating to resolve possible conflicts;
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ctivities;

balance the level of authority, responsibility and capacity of people who make decisions on

organization;

6.3

6.3.1

6.3.1
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attaimable standard of health, the right to education and the right\to social security.
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keep track of the implementation of decisions to ensure that these decisions are followed

encourage effective participation of all levels of employees in the organization's social responsibility
a

behalf of the

in a socially

responsible way and to determine accountability for the results of the organization's decisions and
activities, either positive or negative; and

periodically review and evaluate the governance processes of the organization; adjust processes

hccording to the outcome of the reviews and communicate changes throughout the organizat
Human rights
Overview of human rights

A Organizations and human rights

an rights are the basic rights to which all human beings are entitled. There are two broad
hn rights. The first category concerns civil and political rights and includes such rights as th
iberty, equality before the law and freedom of expression. Ihe second category concern
| and cultural rights and includes such rights as the right to work, the right to food, the right t

us moral, legal and intellectual norms are based .on‘the premise that human rights transg
ral traditions. The primacy of human rights has been emphasized by the international comr
hational Bill of Human Rights and core humanrights instruments (as discussed in Box 6). M
nizations will benefit from a social and international order in which the rights and freedoms|
red.
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Universal Declaration’ of Human Rights (Universal Declaration)!"®® was adopted by the

mbly in 1948, and-is the most widely recognized human rights instrument. It provides the bas
5 law, and eleménts of it represent international customary law binding on all states, ind
hizations. The-'Universal Declaration calls on every individual and every organ of society to
ring human’rights. The International Covenant on Civil and Political Rights and the Internatior
conomie, Social and Cultural Rights are treaties adopted by the UN General Assembly
ation by states, and they came into force in 1976. The International Bill of Human Rights cd

Univ

Box 6 — The International Bill of Human Rights and the core human rights instruments

UN General
is for human
ividuals and
contribute to
al Covenant
in 1966 for
nsists of the

ersal Declaration of Human Rights, the International Covenant on Civil and Political Rights

43 and the

International Covenant on Economic, Social and Cultural Rights

[144]

Covenants, one of which aims to abolish the death penalty ['*?.

, and the optional Protocols to the

In addition, seven core international human rights instruments form part of international human rights law,

deali

[141]

ng with: the elimination of all forms of racial discrimination* ™", elimination of all forms of d

iscrimination

against women " measures to prevent and eliminate torture and other cruel, inhuman or degrading
treatment or punishment!"*?, rights of the child"**, involvement of children in armed conflict!™” sale of
children, child  prostitution and child pornography "® protection of migrant workers and their
families "BI7MEO42] ~ mrotection of all persons from enforced disappearances ™ and rights of persons with
disabilities "**. Taken together, these instruments form the basis for international standards for universal
human rights. The instruments are binding on states that ratify them. Some instruments allow for individual
complaints to be lodged, subject to procedural rules outlined in optional protocols.
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6.3.1.2 Human rights and social responsibility

Recognition and respect for human rights are widely regarded as essential to the rule of law and to concepts
of social justice and fairness and as the basic underpinning of the most essential institutions of society such
as the judicial system.

States have a duty and responsibility to respect, protect and fulfii human rights. An organization has the
responsibility to respect human rights, including within its sphere of influence.

6.3.2 Principles and considerations

6.3.2.1 Principles

Human rights are inherent, inalienable, universal, indivisible and interdependent:

they arg inherent, in that they belong to every person by virtue of being human;

b
b

they ar
governn

inalienable, in that people cannot consent to giving them up or be, déprived of ther
nents or any other institution;

n by

they ard universal, in that they apply to everyone regardless of any status;

they ard indivisible, in that no human rights may be selectively ignored; and

they arg interdependent, in that realization of one right contributes-to the realization of other rights.

6.3.2.2 Cpnsiderations
States have

fulfil human

a duty to protect individuals and groups against abuse of human rights, as well as to respect and
rights within their jurisdiction. States are(increasingly taking steps to encourage organizations

based in the
recognized
indirectly. O
unable or un
the rights of
passively ag
respect hum
be especiall
diligence m4

Some funds
organization
of torture, ¢
prosecution
instruments

r jurisdiction to respect human rights even where they operate outside that jurisdiction. It is W
hat organizations and individuals have’ the potential to and do affect human rights, directly
ganizations have a responsibility to’respect all human rights, regardless of whether the sta
willing to fulfil its duty to proteet. To respect human rights means, in the first place, to not inf]
others. This responsibility-entails taking positive steps to ensure that the organization a
cepting or actively participating in the infringement of rights. To discharge the responsibil

y vigilant to ensurecthat it meets its responsibility to respect human rights; human rightg
y point to the need-for action beyond what is necessary in the normal course of business.

mental norms~of criminal law impose legal accountability and liability on individuals
5 as wellas(states for serious abuse of international human rights. These include the prohit
imes against humanity, slavery and genocide. In some countries, organizations are subje

determine the scope of legal obligations of organizations with regard to human rights an

idely
and
te is
ringe
oids
ty to

Aan rights requires duediligence. Where the state fails in its duty to protect, an organization should

due

and
bition
ct to

undern/national legislation on the basis of internationally recognized crimes. Other human fights

i the

anforcamant

manner of {

The baseline responsibility of non-state organizations is to respect human rights. However, an organization
may face stakeholder expectations that it go beyond respect, or it may want to contribute to the fulfilment of
human rights. The concept of sphere of influence helps an organization to comprehend the extent of its
opportunities to support human rights among different rights holders. Thus it may help an organization to
analyse its ability to influence or encourage other parties, the human rights issues on which it can have the
greatest impact and the rights holders that would be concerned.

An organization's opportunities to support human rights will often be greatest among its own operations and
employees. Additionally, an organization will have opportunities to work with its suppliers, peers or other
organizations and the broader society. In some cases, organizations may wish to increase their influence
through collaboration with other organizations and individuals. Assessment of the opportunities for action and
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for greater influence will depend on the particular circumstances, some specific to the organization and some
specific to the context in which it is operating. However, organizations should always consider the potential for
negative or unintended consequences when seeking to influence other organizations.

Organizations should consider facilitating human rights education to promote awareness of human rights
among rights holders and those with the potential to have an impact on them.

6.3.3 Human rights issue 1: Due diligence

6.3.3.1 Description of the issue

To réspect human rights, organizations have a responsibility to exercise due diligence to identify,| prevent and
addrgss actual or potential human rights impacts resulting from their activities or the activities ¢f those with
which they have relationships. Due diligence may also alert an organization to a responsibility to [nfluence the
behgviour of others, where they may be the cause of human rights violations in which the organization may be
implicated.

6.3.3.2 Related actions and expectations
Becduse due diligence applies to all core subjects, including human rights,\further guidance on dque diligence
may|be found in 7.3.1. Specific to human rights, a due diligence process should, in a mgnner that is
apprppriate to the organization's size and circumstances, include the following components:

— @ human rights policy for the organization that gives meaningful guidance to those within the|organization
and those closely linked to the organization;

— Mmeans of assessing how existing and proposed activities may affect human rights;
— means of integrating the human rights policy throughout the organization;

— [neans of tracking performance over time, to be able to make necessary adjustments in priorities and
Approach; and

— fctions to address the negative.impacts of its decisions and activities.
6.3.4 Human rights issue 2: Human rights risk situations

6.3.4.1 Description.of-the issue

Therg are certain/gircumstances and environments where organizations are more likely to facé challenges
and dilemmas_relating to human rights and in which the risk of human rights abuse may be ¢xacerbated.
Thege include:

—  torflict!® or extreme political instability, failure of the democratic or judicial system, absenge of political
prcivil rights:

— poverty, drought, extreme health challenges or natural disasters;

— involvement in extractive or other activities that might significantly affect natural resources such as water,
forests or the atmosphere or disrupt communities;

—  proximity of operations to communities of indigenous peoples 7°I'>4:

— activities that can affect or involve children [8”[82][”6]“17]“35]“47]“48];

— a culture of corruption;
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complex value chains that involve work performed on an informal basis without legal protection; and

a need for extensive measures to ensure security of premises or other assets.

6.3.4.2 Related actions and expectations

Organizations should take particular care when dealing with situations characterized above. These situations
may require an enhanced process of due diligence to ensure respect for human rights. This could for example
be done through an independent human rights impact assessment.

When operating in environments in which one or more of these circumstances apply, organizations are
to be faced jf/ith difficult and complex judgements as to how to conduct themselves. While there may-h
simple formdila or solution, an organization should base its decisions on the primary responsibility to\reg
human rights, while also contributing to promoting and defending the overall fulfilment of human rights.

ikely
e no
bpect

In respondin
objective of

g, an organization should consider the potential consequences of its actions s@ that the desired
respecting human rights is actually achieved. In particular, it is important net’to compound or

create other

6.3.5 Hum

6.3.51 D
Complicity h

In the legal

abuses. A situation's complexity should not be used as an excuse for inaction.
lan rights issue 3: Avoidance of complicity

pscription of the issue
bs both legal and non-legal meanings.

context, complicity has been defined in some jurisdictions as an act or omission havi

ng a

substantial &
contribute to

ffect on the commission of an illegal act such as a‘crime, while having knowledge of, or intgnt to

that illegal act.
Complicity i associated with the concept of aiding and@petting an illegal act or omission.
In the non-Ig

organization
inconsistent

gal context, complicity derives from:Broad societal expectations of behaviour. In this contex
may be considered complicit whef it ‘assists in the commission of wrongful acts of others thz
with, or disrespectful of, international norms of behaviour that the organization, through exerg
due diligende, knew or should have kfown would lead to substantial negative impacts on society|
economy or fthe environment. An organization may also be considered complicit where it stays silent abg
benefits from such wrongful acts.

t, an
t are
ising

the
ut or

While their boundaries are imprecise and evolving, three forms of complicity can be described.

Direct d

— omplicity This occurs when an organization knowingly assists in a violation of human rig

Benefidial complicity This involves an organization or subsidiaries benefiting directly from hy
rights albuses\committed by someone else. Examples include an organization tolerating action by se¢

fundamental rights at work.

Silent complicity This can involve the failure by an organization to raise with the appropriate
authorities the question of systematic or continuous human rights violations, such as not speaking out
against systematic discrimination in employment law against particular groups.

6.3.5.2 Related actions and expectations

One prominent area with the potential to create complicity in human rights abuses relates to security
arrangements. In this regard, among other things, an organization should verify that its security arrangements
respect human rights and are consistent with international norms and standards for law enforcement. Security
personnel (employed, contracted or sub-contracted) should be adequately trained, including in adherence to
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standards of human rights, and complaints about security procedures or personnel should be ad

dressed and

investigated promptly and, where appropriate, independently. Moreover, an organization should exercise due

diligence to ensure that it is not participating in, facilitating or benefiting from human righ
committed by public security forces.

In addition, an organization should:

not provide goods or services to an entity that uses them to carry out human rights abuses;

not enter into a formal or informal partnership or contractual relationship with a partner t

ts violations

hat commits

human rights abuses in the context of the partnership or in the execution of the contracted work;

nform itself about the social and environmental conditions in which purchased goods and
produced;

ensure it is not complicit in any displacement of people from their land unless it iS*done in co
hational law and international norms, which includes exploring all alternative) solutions g
hffected parties are provided with adequate compensation;

consider making public statements, or taking other action indicating that’if does not condone
hbuse, such as acts of discrimination, occurring in employment in the'country concerned; and

bvoid relationships with entities engaged in anti-social activities.

services are

nformity with
nd ensuring

human rights

An drganization can become aware of, prevent and address\risks of complicity by integrating the common
featyres of legal and societal benchmarks into its due diligence processes.

6.3.6 Human rights issue 4: Resolving grievances

6.3.6.1 Description of the issue

Ever] where institutions operate optimally;” disputes over the human rights impact of an ofrganization's
decigions and activities may occur. Effective grievance mechanisms play an important role in thg state's duty
to prptect human rights. Equally, to discharge its responsibility to respect human rights, an organization should
establish a mechanism for thosétwwho believe their human rights have been abused to bring this to the
atterftion of the organization and-seek redress. This mechanism should not prejudice access to ayailable legal
channels. Non-state mechanisms should not undermine the strengthening of state institutions| particularly
judicjal mechanisms, but,can’/offer additional opportunities for recourse and redress.

6.3.64.2 Related actions and expectations

An ofganizatienyshould establish, or otherwise ensure the availability of, remedy mechanisms fof its own use

and {hat of its:stakeholders. For these mechanisms to be effective they should be:

egitimate This includes clear, transparent and sufficiently independent governance s

tructures to

process;

ment of that

accessible Their existence should be publicized and adequate assistance provided for aggrieved

parties who may face barriers to access, such as language, illiteracy, lack of awareness or finance,

distance, disability or fear of reprisal,

predictable There should be clear and known procedures, a clear time frame for each stage and clarity

as to the types of process and outcome they can and cannot offer, and a means of monitoring the

implementation of any outcome;

equitable
necessary to engage in a fair grievance process;
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rights standards;

clear and transparent

Although confidentiality might sometimes be appropriate, the process

The outcomes and remedies should accord with internationally recognized human

and

outcome should be sufficiently open to public scrutiny and should give due weight to the public interest;

and

based on dialogue and mediation

The process should look for mutually agreed solution

s to

grievances through engagement between the parties. Where adjudication is desired, parties should retain
the right to seek this through separate, independent mechanisms.

6.3.7 Human rights issue 5: Discrimination and vulnerable groups

6.3.7.1 D
Discriminatig
treatment of
lllegitimate
property, n
pregnancy,
opinion. Em
status such
international

The full and

provides and increases opportunities for all organizations as wellzas the people concerned. An organiz

has much to

Groups that
further discri
and respect
be other vuln

Discriminatid
would put p|
provision, cr
are appropri

6.3.7.2

An organizs
customers, s
impact.

A

Related actions and expectations

pscription of the issue

n involves any distinction, exclusion or preference that has the effect of nuflifying equal
opportunity, where that consideration is based on prejudice rather than-a’legitimate grd
rounds for discrimination include but are not limited to: race, colour, gender, age, langu
ionality or national origin, religion, ethnic or social origin, caste, ecenemic grounds, disa
pbelonging to an indigenous people, trade union affiliation, political affiliation or political or
prging prohibited grounds also include marital or family status, personal relationships and h

s HIV/AIDS status. The prohibition of discrimination is one of theé most fundamental principl
human rlghts Iaw [71][78][133][134][136][137][138][139][141][143][149][150][156]

effective participation and inclusion in society of all groups, including those who are vulner
gain from taking an active approach to ensuring equal opportunity and respect for all individuy
have suffered persistent discrimination, leading to entrenched disadvantages, are vulnerak
mination, and their human rights should be.the focus of additional attention in terms of prote
by organizations. While vulnerable groups:typically include those mentioned in 6.3.7.2, there|
erable groups in the particular community in which an organization operates.

n can also be indirect. This occurs when an apparently neutral provision, criterion or prg
ersons with a particular attribute at a disadvantage compared with other persons, unlesg

bte and necessary.

tion should €ake care to ensure that it does not discriminate against employees, part
takeholdersymembers and anyone else with whom it has any contact or on whom it can ha

An organiza
influence to

ion 'should examine its own operations and the operations of other parties within its sphe

ty of
und.
age,
ility,
bther
ealth
es of

able,
ation
als.

le to
ction
may

ctice
that

terion or practice is objectively justified by a legitimate aim and the means of achieving thaf aim

ners,
e an

re of

5 not

contributing to discriminatory practices through the relationships connected to its activities. If this is the case
an organization should encourage and assist other parties in their responsibility to prevent discrimination. If
this is not successful it should reconsider its relations with such organizations. It may, for example, undertake
an analysis of typical ways in which it interacts with women, as compared with men, and consider whether
policies and decisions in this regard are objective or reflect stereotyped preconceptions. It may wish to seek
advice from local or international organizations with expertise in human rights. An organization may be guided
by the findings and recommendations of international or national monitoring or investigative procedures.

An organization should consider facilitating the raising of awareness of their rights among members of
vulnerable groups.
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An organization should also contribute to redressing discrimination or the legacy of past discrimination,
wherever practicable. For example, it should strive to employ or do business with organizations operated by
people from groups historically discriminated against; where feasible, it should support efforts to increase
access to education, infrastructure or social services for groups denied full access.

An organization can take a positive and constructive view of diversity among the people with whom it interacts.
It could consider not only the human rights aspects but also the gains for its own operations in terms of the
value added by the full development of multi-faceted human resources and relations.

The following examples of vulnerable groups are described together with specific related actions and
expectations:

d access to
by all human
activities as
er their own

men's rights
pres (133149

Women and girls comprise half of the world population, but they are frequently denhie
resources and opportunities on equal terms with men and boys. Women have the right to, enj
[ights without discrimination, including in education, employment and economic and 'social
vell as the right to decide on marriage and family matters and the right to make degisions o
reproductive health. An organization's policies and activities should have dugefregard for wa
and promote the equal treatment of women and men in the economic, socialahd political sph

People with disabilities are often vulnerable, in part because of misperceptions about their skills and
hbilities. An organization should contribute to ensuring that men and‘women with disabilities are accorded
Hignity, autonomy and full participation in society. The principle of nen-discrimination should be respected,
and organizations should consider making reasonable provisions for access to facilities.

Children are particularly vulnerable, in part because of their dependent status. In taking ac
bffect children, primary consideration should be givento’the best interests of the child. T
pf the Convention on the Rights of the Child, whieh“include non-discrimination, a child's
survival, development and free expression,, ‘should always be respected and
hccount BIBAMEIT7INSINGTINS] - 5pqanizations should have policies to prevent their employe]
n sexual and other forms of exploitation of children.

ndigenous peoples can be considered a vulnerable group because they have experieng
Hiscrimination that has included colgnization, dispossession from their lands, separate staty
Citizens, and violations of their human rights. Indigenous peoples enjoy collective rights, an
belonging to indigenous peoples share universal human rights, in particular the right to equ
and opportunity. The collective:rights include: self-determination (which means the right to de
dentity, their political status-and the way they want to develop); access to and management
and, water and resources; maintaining and enjoying their customs, culture, language ar]
nowledge free from-discrimination; and managing their cultural and intellectual prope
brganization should\Tecognize and respect the rights of indigenous peoples when cari
Hecisions and activities. An organization should recognize and respect the principle of non-d
and the rights.of individuals belonging to an indigenous people when carrying out decisions a

Migrants; 'migrant workers and their families may also be vulnerable owing to their foreig
brigin, particularly if they are irregular or undocumented migrants. An organization should

tion that can
ne principles

right to life,
taken into

es engaging

ed systemic
s from other

d individuals

al treatment

termine their

of traditional
d traditional
ty[75][154]. An
ying out its
iscrimination
nd activities.

N or regional
respect their
rant workers

fights and contribgg%glclns [1r?2r]noting a climate of respect for the human rights of migrants, mig

bnd thair familicc.
SHetHeH—Ta eSS

People discriminated against on the basis of descent, including caste. Hundreds of millions of
people are discriminated against because of their hereditary status or descent. This form of discrimination
is based on a history of rights abuse justified by the wrongful notion that some people are considered
unclean or less worthy because of the group into which they are born. An organization should avoid such
practices and, where feasible, seek to contribute to eliminating these prejudices.

People discriminated against on the basis of race. People are discriminated against because of their
race, cultural identity and ethnic origin. There is a history of rights abuse justified by the wrongful notion
that some people are inferior because of their skin colour or culture. Racism is often present in regions
with a history of slavery or oppression of one racial group by another ["111150I15¢]
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— Other vulnerable groups include, for example, the elderly, the displaced, the poor, illiterate people,
people living with HIV/AIDS and minority and religious groups.

6.3.8 Human rights issue 6: Civil and political rights

6.3.8.1  Description of the issue

Civil and political rights include absolute rights such as the right to life, the right to a life with dignity, the right
to freedom from torture, the right to security of person, the right to own property, liberty and integrity of the
person, and the right to due process of law and a fair hearing when facing criminal charges. They further
include freedam of opinion and expression freedom of peaceful assembly and assaociation freedom to adopt
and practise|a religion, freedom to hold beliefs, freedom from arbitrary interference with privacy, family;\home
or corresporjdence, freedom from attacks on honour or reputation, the right of access to public serviceg and

the right to take part in elections (1431521

6.3.8.2 Related actions and expectations

An organization should respect all individual civil and political rights. Examples include, but are not limitgd to,
the following;

— life of infividuals;

— freedonm of opinion and expression. An organization should not.@im’ to suppress anyone's views or
opiniong, even when the person expresses criticism of the organization internally or externally;

— freedon] of peaceful assembly and of association;

— freedon] to seek, receive and impart information and ideas through any means, regardless of national
borders

— the right to own property, alone or in association with others, and freedom from being arbitrarily depfived
of propgrty; and

— access o due process and the right to a fair hearing before any internal disciplinary measure is tgken.
Any disgiplinary measure should besproportionate and not involve physical punishment or inhuman or
degrading treatment.

6.3.9 Humgpan rights issue 7: Economic, social and cultural rights

6.3.9.1  Description of thelissue

Every person, as a mémber of society, has economic, social and cultural rights necessary for his or her dignity
and persondl development. These include the right to: education; work in just and favourable condifions;
freedom of assaciation; an adequate standard of health; a standard of living adequate for the physical and
mental health@nd well-being of himself or herself and his or her family; food, clothing, housing, medical|care
and necess i TOTT, ity TS Tdisabitity, death of
spouse, old age or other lack of livelihood in circumstances beyond his or her control; the practice of a religion
and culture; and genuine opportunities to participate without discrimination in decision making that supports
positive practices and discourages negative practices in relation to these rights /"4,

6.3.9.2 Related actions and expectations

To respect these rights, an organization has a responsibility to exercise due diligence to ensure that it does
not engage in activities that infringe, obstruct or impede the enjoyment of such rights. The following are
examples of what an organization should do to respect these rights. An organization should assess the
possible impacts of its decisions, activities, products and services, as well as new projects, on these rights,
including the rights of the local population. Further, it should neither directly nor indirectly limit or deny access
to an essential product or resource, such as water. For example, production processes should not
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compromise the supply of scarce drinking water resources. Organizations should, where appropriate, consider
adopting or maintaining specific policies to ensure the efficient distribution of essential goods and services
where this distribution is endangered.

A socially responsible organization could also contribute to the fulfilment of such rights, when appropriate,
while keeping in mind the different roles and capacities of governments and other organizations related to the
provision of these rights.

An organization may consider, for example:

— facilitating access to, and where possible providing support and facilities for, education and lifelong

Ecor
Furth
deve

6.3.1

6.3.1

Fund
inter

6.3.1

The

6.3.1

ATy for CommuTity TTETThETS;

oining efforts with other organizations and governmental institutions supporting‘ sesp
realization of economic, social and cultural rights;

bxploring ways related to their core activities to contribute to the fulfiiment of theserights; and
hdapting goods or services to the purchasing ability of poor people.
omic, social and cultural rights, as with any other right, should als@ be considered in the |

er guidance on related actions and expectations is provided,in\.6.8 on community invo
lopment.

0 Human rights issue 8: Fundamental principles and rights at work

0.1 General

amental principles and rights at work are focdsed on labour issues. They have been ad

0.2 Description of the issue
nternational Labour Organization (ILO) has identified fundamental rights at work **. These in
reedom of association and'effective recognition of the right to collective bargaining;
he elimination of all forms of forced or compulsory labour;

he effective abglitien of child labour; and

he elimination of discrimination regarding employment and occupation.

0.3, ‘Related actions and expectations

Altha

ect for and

bcal context.
vement and

bpted by the

hational community as basic human rights and as such are covered in the human rights section.

clude:

udh- thascae riaghte ara laaislatad forin-manvivricdictions an-oraanization-shaotld-indenendentl
SHgHHeSe-HgHSaHe1egiSattea+o— i EHeHORSaH-OrgariaHoR-SHoteHaepeRaert

/ ensure that

(VATE
HYorSat

it addresses the following matters:

— freedom of association and collective bargaining

[62][103]

Workers and employers, without distinction

whatsoever, have the right to establish and, subject only to the rules of the organization concerned, to join
organizations of their own choosing without previous authorization. Representative organizations formed
or joined by workers should be recognized for purposes of collective bargaining. Terms and conditions of
employment may be fixed by voluntary collective negotiation where workers so choose. Workers'
representatives should be given appropriate facilities that will enable them to do their work effectively and
allow them to perform their role without interference. Collective agreements should include provisions for
the settlement of disputes. Workers' representatives should be provided with information required for
meaningful negotiations. (See 6.4 for further information on freedom of association and on how freedom
of association and collective bargaining relate to social dialogue.)
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forced labour ™  An organization should not engage in or benefit from any use of forced or

compulsory labour. No work or service should be exacted from any person under the threat of any penalty
or when the work is not conducted voluntarily. An organization should not engage or benefit from prison
labour, unless the prisoners have been convicted in a court of law and their labour is under the
supervision and control of a public authority. Further, prison labour should not be used by private
organizations unless performed on a voluntary basis, as evidenced by, among other things, fair and
decent conditions of employment.

equal opportunities and non-discrimination °>1°71*8] An organization should confirm that its
employment policies are free from discrimination based on race, colour, gender, religion, national
extraction, social origin, political opinion, age, or disability. Emerging prohibited grounds also include

marital

line with
to traini
the job.
— reg
nor

tak
incl
con
em

balanced representation of women in senior positions.

I 1almily status, personal relationsnips, dand neditin stdtus Suci as Alv/AIDS stdlus. 1Tese 4
the general principle that hiring policies and practices, earnings, employment conditions, \ag
ng and promotion, and termination of employment should be based only on the requiremer
Organizations should also take steps to prevent harassment in the workplace by:

Lilarly assessing the impact of its policies and activities on promotion of equal opportunities
-discrimination;

ude establishing workplaces for persons with disabilities to help them earn a living under sui
ditions, and establishing or participating in programmes that address issues such as promoti
bloyment for youth and older workers, equal employment eppertunities for women and

child |

a
instrumfnts (see Box 7). Organizations should not engage in.6f benefit from any use of child labour.
organization has child labour in its operations or within its sphere of influence, it should, as far as pos

ensure
alternat
attenda
is not cd

our [81][82][116][117]

not only that the children are removed from work;*but also that they are provided with approg
ves, in particular, education. Light work that does not harm a child or interfere with s
hce or with other activities necessary to a. child's full development (such as recreational activ
nsidered child labour.

re in
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ng positive actions to provide for the protection and advancement of viinerable groups; this might
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Box 7 — Child labour

ions provide the framework for national law to prescribe a minimum age for admissi
or work that must not be\less than the age for completing compulsory schooling, and in any
n 15 years. In countries)where economic and educational facilities are less well developed
e may be as low\as 14 years. Exception may also be made from 13 or 12 years for

[81][116]

consequence.of its nature or the circumstances under which it is carried out — is 18 years f
I (see table below).

ild labour” should not be confused with “youth employment” or “student work”, which may be
d desirable if performed as part of a genuine apprenticeship or training programme that com

bn to
case
, the
‘light

he minimum agefor hazardous work — work that is likely to harm the health, safety or morals of

[ 6f[1

or all

both
plies

with applical

lellaws and regulations.

Child labour is a form of exploitation that is a violation of a human right. Child labour damages a child's
physical, social, mental, psychological and spiritual development. Child labour deprives boys and girls of their
childhood and their dignity. They are deprived of an education and may be separated from their families.
Children who do not complete their basic education are likely to remain illiterate and never acquire the skills
needed to get a job that enables them to contribute to the development of a modern economy. Consequently
child labour results in under-skilled, unqualified workers and jeopardizes future improvements of skills in the
workforce and future economic and social development. Child labour may also deprive youth and adult
workers of work, and depress wages.
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An organization should make efforts to eliminate all forms of child labour. Efforts to eliminate the worst forms
of child labour should not be used to justify other forms of child labour. An organization should analyse the
different circumstances of girls and boys and the different ways in which children from ethnic populations or
populations that are discriminated against are affected, so that preventive and corrective measures can be
targeted and effective. When children below the legal working age are found in the workplace, measures
should be taken to remove them from work. To the extent possible, an organization should help the child who
has been removed from the workplace and his or her family to access adequate services and viable
alternatives to ensure that he or she does not end up in the same or a worse situation, either working
elsewhere or being exploited.

Effectively eliminating child labour requires broad collaboration in society. An organization should co-operate
with pther organizations and government agencies to release children from work into free, full-time and quality
edugation.

Developed countries Developing countries
Regular work at least 15 years at least 14 years
Hazardous work 18 years 18 years
Light work 13 years 12years

6.4 | Labour practices
6.4.1 Overview of labour practices

6.4.1.1  Organizations and labour practices

The |abour practices of an organization encompassall policies and practices relating to work perfprmed within,
by off on behalf of the organization, including subcéntracted work.

Labdur practices extend beyond the relationship of an organization with its direct employees or the
resppnsibilities that an organization has at‘@workplace that it owns or directly controls.

Labqur practices include the recruitment and promotion of workers; disciplinary and grievance prgcedures; the
trangfer and relocation of workers;-términation of employment; training and skills development; Health, safety
and [ndustrial hygiene; and any\policy or practice affecting conditions of work, in particular workjng time and
remyneration. Labour practices’also include the recognition of worker organizations and represgntation and
partigipation of both worker.and employer organizations in collective bargaining, social dialogue pnd tripartite
conspltation (see Box 8)\te’address social issues related to employment.

Box 8 — The International Labour Organization

The |nternational Labour Organization (ILO) is a United Nations agency with a tripartite structure (governments,
worklers and-employers) that was established for the purpose of setting international labour standards. These
minium ‘standards are legal instruments setting out universal basic principles and rights at work. [They pertain
to werkers—everypwhere—workirg—r-any-type-of-organization—and-are—ntendedto-preventunfald competition
based on exploitation and abuse. ILO standards are developed by tripartite negotiation at the international
level among governments, workers and employers, and are adopted by a vote of the three constituents.

ILO instruments are kept up to date through a review process and through the jurisprudence of a formal
supervisory mechanism that interprets the meaning and proper application of ILO standards. ILO Conventions
and Recommendations, together with the ILO Declaration on Fundamental Principles and Rights at Work
19984 and the ILO's Tripartite Declaration of Principles Concerning Multinational Enterprises and Social
Policy 1977 (last revised 2006) ", constitute the most authoritative guidance regarding labour practices and
some other important social issues.

The ILO seeks to promote opportunities for women and men to obtain decent and productive work, which it
defines as work performed in conditions of freedom, equity, security and human dignity.
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6.4.1.2 Labour practices and social responsibility

The creation of jobs, as well as wages and other compensation paid for work performed, are among an
organization's most important economic and social contributions. Meaningful and productive work is an
essential element in human development; standards of living are improved through full and secure
employment. Its absence is a primary cause of social problems. Labour practices have a major impact on
respect for the rule of law and on the sense of fairness present in society: socially responsible labour practices

are essential to social justice, stability and peace *"!.

6.4.2 Principles and considerations

6.4.2.1 Principles
A fundamental principle in the ILO's 1944 Declaration of Philadelphia @ is that labour is not a comimodity| This
means that yorkers should not be treated as a factor of production and subjected to the same-market forces

that apply to

commodities. The inherent vulnerability of workers and the need to protect theis basic ri

reflected in the Universal Declaration of Human Rights and the International Covenant onEconomic,

and Cultura
chosen worl,

ghts is
ocial
Rights (441501 The principles involved include the right of everyone to_earn a living by freely

and the right to just and favourable conditions of work.

6.4.2.2 Cpnsiderations

The human fights recognized by the ILO as constituting fundamental rights/at work are addressed in 6.3.10.

Many other[ILO conventions and recommendations complement and ‘reinforce various provisions in the

Universal De¢claration of Human Rights and its two covenants mentioned in Box 6 and can be used |as a

source of practical guidance on the meaning of various human rights.

The primary|responsibility for ensuring fair and equitable treatment for workers lies with governments. This is

achieved thrpugh:

— adopting legislation consistent with the Universal Declaration of Human Rights and applicable ILO Igbour
standards;

— enforcing that legislation, including through the development and funding of national labour inspection

systemsg; and

Labour laws

Where gove
international
government

ensuring that workers and organizations have the necessary access to justice.

and practices willvary from country to country.

instruments."Where the law is adequate, an organization should abide by the law, eV
enforcement is inadequate.

It is importa
Governmen

tto d|st|ngwsh between the governments role as the organ of state and its roIe as an empl

rfnments havé failed to legislate, an organization should abide by the principles underlying these

en if

other orgamzahons.

6.4.3 Labour practices issue 1: Employment and employment relationships

6.4.3.1

Description of the issue

The significance of employment for human development is universally accepted. As an employer, an
organization contributes to one of the most widely accepted objectives of society, namely the improvement of
standards of living through full and secure employment and decent work.

Every country provides a legal framework that regulates the relationship between employers and employees.
Although the precise tests and criteria to determine whether an employment relationship exists vary from one
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country to another, the fact that the power of the contracting parties is not equal and that employees therefore

requi

re additional protection is universally accepted, and forms the basis for labour law.

The employment relationship confers rights and imposes obligations on both employers and employees in the
interest of both the organization and society.

Not all work is performed within an employment relationship. Work and services are also performed by men
and women who are self-employed; in these situations the parties are considered independent of each other
and have a more equal and commercial relationship. The distinction between employment and commercial
relationships is not always clear and is sometimes wrongly labelled, with the consequence that workers do not
always receive the protections and rights that they are entitled to receive. It is important for both society and

the

appli
cont
even

In th

unds
their

6.4.3

Ano

imdividuat—performimg—work—thatthe—appropriate—tegat—and—institutiomat—frammework—be—Tet

ed. Whether work is performed under an employment contract or a commercial contract, al
act are entitled to understand their rights and responsibilities and to have appropriate, reg
t that the terms of the contract are not respected *°.,

s context, labour is understood to be work performed for compensation and dges not incly
rtaken by genuine volunteers. However, organizations should adopt policies-and measure
legal liability and duty of care concerning volunteers.

.2 Related actions and expectations

rganization should:

be confident that all work is performed by women and men*who are legally recognized as €
who are legally recognized as being self-employed;

not seek to avoid the obligation that the law places on the employer by disguising relationshig
btherwise be recognized as an employment relationship under the law;

recognize the importance of secure employment to both the individual worker and to societ
vorkforce planning to avoid the use of\work performed on a casual basis or the excessive
berformed on a temporary basis, except where the nature of the work is genuinely short term

provide reasonable notice, timely information and, jointly with worker representatives wher
consider how to mitigate adverse impacts to the greatest possible extent when considering ¢
bperations, such as closutes that affect employment 1%

ensure equal opportunities for all workers and not discriminate either directly or indirectly i
practice;

bliminate ariy-arbitrary or discriminatory dismissal practices %1%

[52].

brotect,personal data and privacy of workers

ake steps to ensure that work is contracted or sub-contracted only to organizations th

pgnized and
parties to a
ourse in the

de activities
5 to address

mployees or

s that would

. use active
use of work
or seasonal;

e they exist,
nanges in its

h any labour

t are legally

recognized or are otherwise able and willing to assume the responsibilities of an employer and to provide
decent working conditions. An organization should use only those labour intermediaries who are legally
recognized and where other arrangements for the performance of work confer legal rights on those
performing the work ®*®1. Home workers should not be treated worse than other wage earners ©°;

not benefit from unfair, exploitative or abusive labour practices of its partners, suppliers or subcontractors,

including home workers. An organization should make reasonable efforts to encourage organizations in
its sphere of influence to follow responsible labour practices, recognizing that a high level of influence is
likely to correspond to a high level of responsibility to exercise that influence. Depending upon the
situation and influence, reasonable efforts could include: establishing contractual obligations on suppliers
and subcontractors; making unannounced visits and inspections; and exercising due diligence in
supervising contractors and intermediaries. Where suppliers and subcontractors are expected to comply
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with a code of labour practice, the code should be consistent with the Universal Declaration of Human
Rights and the principles underlying applicable ILO labour standards (see 5.2.3 for additional information
about responsibilities in the sphere of influence); and

where operating internationally, endeavour to increase the employment, occupational development,
promotion and advancement of nationals of the host country. This includes sourcing and distributing

through

local enterprises where practlcable

6.4.4 Labour practices issue 2: Conditions of work and social protection

6.4.41 Description of the issue

Conditions qf work include wages and other forms of compensation, working time, rest periods;-holigays,

disciplinary gnd dismissal practices, maternity protection and welfare matters such as safe drinking water,

sanitation, cgnteens and access to medical services. Many of the conditions of work are set by, national|laws
and regulatipns or by legally binding agreements between those for whom work is performediand thosel who
perform work. The employer determines many of the conditions of work.

Conditions gf work greatly affect the quality of life of workers and their families and-also economic and docial

development. Fair and appropriate consideration should be given to the quality of ¢onditions of work.

Social protection refers to all legal guarantees and organizational policies and practices to mitigate the

reduction of loss of income in case of employment injury, illness;\maternity, parenthood, old |age,

unemployment, disability or financial hardship and to provide medical care and family benefit. Social
protection plpys an important role in preserving human dignity and establishing a sense of fairness and ocial
justice. Gengrally, the primary responsibility for social protection lies with the state.

6.4.4.2 Related actions and expectations

An organization should:

— ensure that the conditions of work comply-with national laws and regulations and are consistent| with
applicable international labour standards;

— respect jhigher levels of provision established through other applicable legally binding instruments su¢h as
collective agreements;

— observe| at least those minimum’provisions defined in international labour standards as established by the
ILO, especially where national legislation has not yet been adopted;

— provide |decent conditions of work with regard to wages P48 hoyrs of work PHENSCIBSIEIN02] -\ e ey
rest, holidays PABAI0BITIOI T o itk and safety, maternity protection 7o711% and ability to combine work
with fanjily responsibilities [114][”5],

— wherevgrpossible, allow observance of national or religious traditions and customs;

provide conditions of work for all workers that permit, to the greatest extent possnble work life balance
and are comparable with those offered by similar employers in the locality concerned

provide wages and other forms of remuneration in accordance with national laws, regulations or collective
agreements. An organization should pay wages at least adequate for the needs of workers and their
families. In doing so, it should take into account the general level of wages in the country, the cost of
living, social security benefits and the relative living standards of other social groups. It should also
consider economic factors, including requirements of economic development, levels of productivity and
the desirability of attaining and maintaining a high level of employment. In determining wages and
working conditions that reflect these considerations, an organization should bargain collectively with its
workers or their representatives, in particular trade unions, where they so wish, in accordance with
national systems for collective bargaining 1'%,
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provide equal pay for work of equal value ®"1°%;

pay wages directly to the workers concerned subject only to any restriction or deduction permitted by
laws, regulations or collective agreements #1919

comply with any obligation concerning the provision of social protection for workers in the country of
operation

respect the right of workers to adhere to normal or agreed working hours established in laws, regulations

or collective agreements. It should also provide workers with weekly rest and paid annual

leave [63][64][109][110].

respect the family responsibilities of workers by providing reasonable working hours, parentJaI leave and,
when possible, childcare and other facilities that can help workers achieve a proper work-life pbalance; and

compensate workers for overtime in accordance with laws, regulations or collective agreements. When
requesting workers to work overtime, an organization should take into account-the interests, safety and
vell-being of the workers concerned and any hazard inherent in the work. An org%anization should comply
ith laws and regulations prohibiting mandatory and non-compensated overtime PHE47ICI®N anq always
respect the basic human rights of workers concerning forced labour *%,

6.4.9 Labour practices issue 3: Social dialogue

6.4.9.1 Description of the issue
Socigl dialogue includes all types of negotiation, consultation or exchange of information betweén or among
reprgsentatives of governments, employers and workers,>on matters of common interest relating|to economic

and pocial concerns. It could take place between employer and worker representatives, on matters affecting

their|interests, and could also include governments where broader factors, such as legislatio
policly, are at stake.

Independent parties are required for social' dialogue. Worker representatives should be freel
accordance with national laws, regulations or collective agreements, by either the members ¢
union or by the workers concerned.. They should not be designated by the government or the emy
level| of the organization, sociak-dialogue takes various forms, including information and
mechanisms such as works councils and collective bargaining. Trade unions and employers' orgal
the ¢hosen representatives_of/the respective parties, have a particularly important role to p

h and social

elected, in
f their trade
loyer. At the
consultation
nizations, as
ay in social

dialogue.

and mutual

ial dialogue is based on the recognition that employers and workers have both competing

at take into
nes that are
ontribute to
establlshlng part|0|pat|on and democrat|c pnnmples in the workplace to better understandlng between the
organization and those who perform its work and to healthy labour-management relations, thus minimizing
resort to costly industrial disputes. Social dialogue is a powerful means for managing change. It can be used
to design skills development programmes contributing to human development and enhancing productivity, or
to minimize the adverse social impacts of change in the operations of organizations. Social dialogue could
also include transparency on social conditions of subcontractors.

tive, social dialogue provides a mechanism for developing policy and finding solutions th
nt the priorities and needs of both employers and workers and thus results in outcon

Social dialogue can take many forms and can occur at various levels. Workers may wish to form groups with a
broader occupational, inter-occupational or geographical coverage. Employers and workers are in the best
position to decide jointly the most appropriate level. One way to do this is by adopting framework agreements
supplemented by local organization-level agreements in accordance with national law or practice.
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At times, social dialogue may address contentious matters, in which case the parties can establish a dispute
resolution process. Social dialogue can also concern grievances for which a complaints mechanism is
important, particularly in countries where the fundamental principles and rights at work are not adequately
protected. Such a grievance mechanism may also apply to a subcontracted workforce.

International social dialogue is a growing trend, and includes regional and global dialogue and agreements
between organizations operating internationally and international trade union organizations.
6.4.5.2 Related actions and expectations

An organization should B3T3,

— recognize the importance for organizations of social dialogue institutions, including at the internallional
level, and applicable collective bargaining structures;

— respectfat all times the right of workers to form or join their own organizations to advanceé. their interegts or
to bargdin collectively;

— not obsjruct workers who seek to form or join their own organizations and to.bargain collectively, for
instancg by dismissing or discriminating against them, through reprisals, or-by making any direct or
indirect threat so as to create an atmosphere of intimidation or fear;

— where ghanges in operations would have major employment impagcts, orovide reasonable notice tp the
approprlate government authorities and representatives of the weorkers so that the implications may be
examingd jointly to mitigate any adverse impact to the greatest possible extent;

— as far a$ possible, and to an extent that is reasonable andnon-disruptive, provide duly designated wprker
representatives with access to authorized decision makers, to workplaces, to the workers they represent,
to facilitjes necessary to perform their role and to infofmation that will allow them to have a true ang fair
picture ¢f the organization's finances and activities; and

— refrain from encouraging governments to restrict the exercise of the internationally recognized rights of
freedon] of association and collective bargaining. For example, organizations should avoid locating a
subsididry or sourcing from companies focated in specialized industrial zones where freedom of
association is restricted or prohibited, \even if national regulation recognizes that right, and they should
refrain ffom participating in incentive $¢chemes based on such restrictions.

Organizatior]s may also wish to consider participating, as appropriate, in employers' organizations as a means
of creating ¢pportunities for social dialogue and extending their expression of social responsibility thrpugh
such channgls.

6.4.6 Labqur practices issue 4: Health and safety at work

6.4.6.1  Description of the issue

Health and \.GI‘Uty at VVUI:\ CUTIVUTTTITO thc PIUIIIUt;UII all\‘.“I IIIG;I ItUI aroe Uf thc h;yhcot deIUU \Jf phya;ua:, LILLI ntal
and social well-being of workers and prevention of harm to health caused by working conditions. It also relates
to the protection of workers from risks to health and the adaptation of the occupational environment to the
physiological and psychological needs of workers.

The financial and social burden on society of work-related illness, injuries and death is heavy. Accidental and
chronic pollution and other workplace hazards that are harmful for workers may also have impacts on
communities and the environment. (For more information on environmental hazards, see 6.5.) Health and
safety concerns arise over dangerous equipment, processes, practices and substances (chemical, physical
and biological).

38 © ISO 2010 — Al rights reserved


https://standardsiso.com/api/?name=a033378ab63dcea621283b7767ae6e7a

I1ISO 26000:2010(E)

6.4.6.2 Related actions and expectations

An organization should [50][51][70][72][86][87][88][89][90][99][100][101][103][104][105][112].

— develop, implement and maintain an occupational health and safety policy based on the principle that
strong safety and health standards and organizational performance are mutually supportive and
reinforcing;

— understand and apply principles of health and safety management, including the hierarchy of controls:
elimination, substitution, engineering controls, administrative controls, work procedures and personal
protective equipment;

— Analyse and control the health and safety risks involved in its activities;

— fommunicate the requirement that workers should follow all safe practices at all-time€s and ensure that
vorkers follow the proper procedures;

— provide the safety equipment needed, including personal protective equipment, for the grevention of
bccupational injuries, diseases and accidents, as well as for dealing with emergencies;

— fecord and investigate all health and safety incidents and problems in order to minimize (or eliminate
hem;

— fddress the specific ways in which occupational safety and*health (OSH) risks differently gffect women
such as those who are pregnant, have recently given birth-or are breastfeeding) and men, ¢r workers in
barticular circumstances such as people with disabilities, inexperienced or younger workers;

— provide equal health and safety protection for partstime and temporary workers, as well as stibcontracted
vorkers;

— ptrive to eliminate psychosocial hazards inithe workplace, which contribute or lead to stress apd iliness;
— provide adequate training to all persannel on all relevant matters;

— [espect the principle that workplace health and safety measures should not involye monetary
expenditures by workers; and

— pase its health, safety_and environment systems on the participation of the workers corlcerned (see
Box 9) and recognize-and respect the rights of workers to:

1+— obtain timely, full and accurate information concerning health and safety risks and the bgst practices
used to\address these risks;

1+— feely inquire into and be consulted on all aspects of their health and safety related to their work;

NO al-is—reasonab i i j } their life or
health or to the lives and health of others;

— seek outside advice from workers' and employers' organizations and others who have expertise;
— report health and safety matters to the appropriate authorities;

— participate in health and safety decisions and activities, including investigation of incidents and
accidents; and

—  be free of the threat of reprisals for doing any of these things [8Il'ICIB8ISSIBEISTISEIGEI6AT2[73E0]
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Box 9 — Joint labour-management health and safety committees

An effective occupational health and safety programme depends on the involvement of workers. Joint labour-
management health and safety committees can be the most important part of an organization's health and
safety programme. Joint committees can:

develop

gather information;

and disseminate safety manuals and training programmes;

report, record and investigate accidents; and

inspect

Worker repr|

workers themselves. Membership in these committees should be equally divided among, management
sentatives and should include both men and women, whenever possible. The-committees should

worker repre
be of sufficig
be considersg

bnd respond to problems raised by workers or management.

esentatives on these committees should not be appointed by management but-elected b

nt size for all shifts, sections and locations of the organization to be represented. They shoul
d a substitute for works councils or workers' organizations.

the
and

d not

6.4.7 Labg

6.4.7.1 D
Human deve
functioning,
decent stan
opportunities
community g

Organizatiory
social conce
being and in
increase the
and qualificg

6.4.7.2
An organizaf

provide
apprent

Related actions and ‘expectations

ur practices issue 5: Human development and training in thé.workplace

pscription of the issue

lopment includes the process of enlarging people'sichivices by expanding human capabilitieg
hus enabling women and men to lead long and heatthy lives, to be knowledgeable and to hg
dard of living. Human development also includes access to political, economic and s

for being creative and productive and for €njoying self-respect and a sense of belonging
nd contributing to society.

s can use workplace policy and initiatives to further human development by addressing impd
rns, such as fighting discrimination,/balancing family responsibilities, promoting health and
hproving the diversity of their workforces. They can also use workplace policy and initiativ
capacity and employability-efiindividuals. Employability refers to the experiences, compete
tions that increase an individudal's capacity to secure and retain decent work.

ion should ENZA7HB192]193](94].

all workers)at all stages of their work experience with access to skills development, training
ceships, and opportunities for career advancement, on an equal and non-discriminatory basi

and
ve a
ocial
to a

rtant
well-
bs to
ncies

and

ensure

hat) when necessary, workers being made redundant are helped to access assistance for

new

employment, training and counselling;

establish joint labour-management programmes that promote health and well-being.

6.5 The environment

6.5.1

6.511 O

Overview of the environment

rganizations and the environment

The decisions and activities of organizations invariably have an impact on the environment no matter where
the organizations are located. These impacts may be associated with the organization's use of resources, the
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location of the activities of the organization, the generation of pollution and wastes, and the impacts of the
organization's activities on natural habitats. To reduce their environmental impacts, organizations should
adopt an integrated approach that takes into consideration the direct and indirect economic, social, health and
environmental implications of their decisions and activities.

6.5.1.2 The environment and social responsibility

Society is facing many environmental challenges, including the depletion of natural resources, pollution,
climate change, destruction of habitats, loss of species, the collapse of whole ecosystems and the
degradation of urban and rural human settlements. As the world population grows and consumption increases,
these changes are increasing threats to human security and the health and well being of society. There is a
need to identify options to reduce and eliminate unsustainable volumes and patterns of prdduction and
consumption and to ensure that the resource consumption per person becomes sustainablé. Environmental
matters at the local, regional and global level are interconnected. Addressing them requires a comprehensive,
systematic and collective approach.

Environmental responsibility is a precondition for the survival and prosperity of human beings. I{ is therefore
an ifmportant aspect of social responsibility. Environmental matters are closely linked to [other social
resppnsibility core subjects and issues. Environmental education and capacity building is furjdamental in
promoting the development of sustainable societies and lifestyles.

Releyant technical tools, such as andards from the’, SO 14000 series of| standards
[7181e] [101[111[12][13][14][151[161[17][18][191[201[211[221[23][24][25][261[271[281[29][301[311[321[331, aaNbe used as an overall flamework to
assigt an organization in addressing environmental issues in a systematic manner and should b¢ considered
when evaluating environmental performance, quantifying and reporting greenhouse gas emissions, and in life
cyclg assessment, design for the environment, environmentalNabelling and environmental commuhication.

6.5.4 Principles and considerations

6.5.2.1 Principles
An ofganization should respect and promote the following environmental principles:

— environmental responsibility In addition to complying with law and regulations, an |organization
Ehould assume responsibilityfarithe environmental impacts caused by its activities in rural orfurban areas
and the broader environment. In recognition of ecological limits, it should act to imprpve its own
performance, as well as the’performance of others within its sphere of influence;

— precautionary approach This is drawn from the Rio Declaration on Envirgnment and

Development ">, and subsequent declarations and agreements "*%'*I"72 " \yhich advance|the concept
hat where théreare threats of serious or irreversible damage to the environment or human hgalth, lack of
ull scientific/certainty should not be used as a reason for postponing cost-effective measurgs to prevent
bnvironmental degradation or damage to human health. When considering the cost-effectjveness of a
measure, an organization should consider the long-term costs and benefits of that measure,[ not only the
5hortsterm costs to that organization;

— environmental risk management An organization should implement programmes using a risk-
based and sustainability perspective to assess, avoid, reduce and mitigate environmental risks and
impacts from its activities. An organization should develop and implement awareness-raising activities
and emergency response procedures to reduce and mitigate environmental, health and safety impacts
caused by accidents and to communicate information about environmental incidents to appropriate
authorities and local communities; and

— polluter pays  An organization should bear the cost of pollution caused by its activities according to
either the extent of the environmental impact on society and the remedial action required, or the degree to
which the pollution exceeds an acceptable level (see Principle 16 of the Rio Declaration' An
organization should endeavour to internalize the cost of pollution and quantify the economlc and
environmental benefits of preventing pollution in preference to mitigating its impacts based on the
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“polluter pays” principle. An organization may choose to co-operate with others to develop economic
instruments such as contingency funds to cope with costs of major environmental incidents.

6.5.2.2 Considerations

In its environmental management activities, an organization should assess the relevance of, and employ as
appropriate, the following approaches and strategies:

— life cycle approach The main objectives of a life cycle approach are to reduce the environmental
impacts of products and services as well as to improve their socio-economic performance throughout
their life cycle, that is, from extraction of raw materials and energy generation, through production and
use, to|end-of life disposal or recovery. An organization should focus on Innovations, not only on
compliahce, and should commit to continuous improvements in its environmental performance;

— environmental impact assessment  An organization should assess environmental impacts bgfore
starting[a new activity or project and use the results of the assessment as part of the‘decision-making
process

— cleaner|{production and eco-efficiency These are strategies for satisfying(human needs by Uising
resourcgs more efficiently and by generating less pollution and waste. An important focus is on making
improvements at the source rather than at the end of a process or activity. €leaner and safer produyction
and ecg-efficiency approaches include: improving maintenance practices; ‘dupgrading or introducing| new
technolggies or processes; reducing materials and energy use; usingdenewable energy; rationalizing the
use of water; eliminating or safely managing toxic and hazardous ‘materials and wastes; and improving
productland service design;

— a prodyct-service system approach This can be used.te’shift the focus of market interactions [from
selling gr providing products (that is, transfer of ownership, through one-time sale or lease/rental) to sglling
or providing a system of products and services that jointly fulfil customer needs (by a variety of service
and dellvery mechanisms). Product-service systems\include product lease, product renting or sharing,
product|pooling and pay-for-service. Such systems can reduce material use, decouple revenues |from
material flows, and involve stakeholders in promoting extended producer responsibility through thg life
cycle of|the product and accompanying service;

— use of ¢énvironmentally sound technologies and practices An organization should seek to adopt
and, wHere appropriate, promote thétdevelopment and diffusion of environmentally sound technolpgies
and serYices (see Principle 9 of the'Rio Declaration !*®)

— sustainpble procurement In its purchasing decisions, an organization should take into account the
environmental, social and _ethical performance of the products or services being procured, over |their
entire life cycles. Where -possible, it should give preference to products or services with mininized
impacts| making use‘f-reliable and effective independently verified labelling schemes or other verification
schemes, such as-eco-labelling or auditing activities; and

— learning andiawareness raising An organization should create awareness and promote
appropr{ate ‘learning to support the environmental efforts within the organization and its sphefe of
influenc

6.5.3 Environmental issue 1: Prevention of pollution

6.5.3.1  Description of the issue
An organization can improve its environmental performance by preventing pollution, including:

— emissions to air An organization's emissions to air of pollutants such as lead, mercury, volatile
organic compounds (VOCs), sulphur oxides (SO,), nitrogen oxides (NO,), dioxins, particulates and
ozone-depleting substances can cause environmental and health impacts that affect individuals differently.
These emissions may come directly from an organization's facilities and activities, or be caused indirectly
by the use or end-of-life handling of its products and services or the generation of the energy it consumes;
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An organization may cause water to become polluted through direct,

intentional or accidental discharges into surface water bodies, including the marine environment,
unintentional runoff to surface water or infiltration to ground water. These discharges may come directly
from an organization's facilities, or be caused indirectly by the use of its products and services;

waste management

An organization's activities may lead to the generation of liquid or solid waste

that, if improperly managed, may cause contamination of air, water, land, soils and outer space.
Responsible waste management seeks avoidance of waste. It follows the waste reduction hierarchy, that

is: source reduction, reuse, recycling and reprocessing, waste treatment and waste disposa
reduction hierarchy should be used in a flexible manner based on the life cycle approach
waste, including radioactive waste, should be managed in an appropriate and transparent ma

|. The waste
. Hazardous
nner;

use and disposal of toxic and hazardous chemicals  An organization utilizing or produc
hazardous chemicals (both naturally occurring and man-made) can adversely affect_ecos

releases. These can affect individuals differently, depending on age and gender; and

bther identifiable forms of pollution An organization's activities, products and s
cause other forms of pollution that negatively affect the health and well b&ing of communities
bffect individuals differently. These include noise, odour, visual impressions, light pollutig

blectromagnetic emissions, radiation, infectious agents (for example, Viral or bacterial), em
Hiffused or dispersed sources and biological hazards (for example, invasive species).

.2 Related actions and expectations
dentify the aspects and impacts of its decisions and activities on the surrounding environmen
dentify the sources of pollution and waste related to its activities;

measure, record and report on its. sighificant sources of pollution and reduction of pol
consumption, waste generation and energy consumption;

mplement measures aimed at\preventing pollution and waste, using the waste manageme
hnd ensuring proper managdement of unavoidable pollution and waste !''®;

engage with local communities regarding actual and potential polluting emissions and w
health risks, and actual and proposed mitigation measures;

mplement méasdres to progressively reduce and minimize direct and indirect pollution with
br influencey’in particular through development and promotion of fast uptake of more en
riendly preducts and services;

publiely disclose the amounts and types of relevant and significant toxic and hazardous m

ng toxic and
systems and

human health through acute (immediate) or chronic (long-term) impacts resulting .ffom e¢missions or

prvices may
and that can
n, vibration,
issions from

—

ution, water

nt hierarchy,

hste, related

in its control
ironmentally

aterials used

and’ released, including the known human health and environmental risks of these materia

s for normal

operations as well as accidental releases;
systematically identify and avoid the use:

of banned chemicals defined by national law or of unwanted chemicals listed in
conventions; and

international

— where possible, of chemicals identified by scientific bodies or any other stakeholder with reasonable
and verifiable grounds as being of concern. An organization should also seek to prevent use of such

chemicals by organizations within its sphere of influence. Chemicals to avoid include,
limited to: ozone-depleting substances ''®®!
covered under the Rotterdam Convention
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6.5.4 Envifonmental issue 2: Sustainable resource use

the World Health Organization), chemicals defined as carcinogenic (including exposure to smoke
from tobacco products) or mutagenic, and chemicals that affect reproduction, are endocrine
disrupting, or persistent, bio-accumulative and toxic (PBTs) or very persistent and very bio-
accumulative (vPvBs);

implement an environmental accident prevention and preparedness programme and prepare an
emergency plan covering accidents and incidents both on- and off-site and involving workers, partners,
authorities, local communities and other relevant stakeholders. Such a programme should include, among
other matters, hazard identification and risk evaluation, notification procedures and recall procedures, and
communication systems, as well as public education and information.

6.5.4.1  Description of the issue

To ensure the availability of resources in the future, current patterns and volumes of~consumption
production need to change so that they operate within the earth's carrying capacity. Thé-sustainable u
renewable résources means that they are used at a rate that is less than, or equal_to,.their rate of na
replenishment. For non-renewable resources (such as fossil fuels, metals and’ minerals), long

and
5e of
tural
term

sustainabilit
substituted

requires that the rate of use be less than the rate at which a,renewable resource cah be
r it. An organization can progress towards sustainable resource use by using electricity, fuels,

raw and pro¢essed materials, land and water more responsibly, and by combining or replacing non-renewable

resources
areas for efficiency improvements are:

th sustainable, renewable resources, for example, by using\innovative technologies. Fourl key

energy fefficiency An organization should implement energy efficiency programmes to reduce¢ the
energy flemand of buildings, transportation, production pregesses, appliances and electronic equipment,
the prolision of services or other purposes. Efficien¢y improvements in energy use should |also
complement efforts to advance sustainable use of rengwable resources such as solar energy, geothermal
energy, |hydroelectricity, tidal and wave energy, wind power and biomass;

water cpnservation, use and access to water Access to safe, reliable supplies of drinking Water
and safitation services is a fundamental human need and a basic human right. The Millennium
Develogment Goals (see Box 13) include the provision of sustainable access to safe drinking watef. An
organization should conserve, reduce use of and reuse water in its own operations and stimulate \vater
conservgation within its sphere of influehce;

efficiengy in the use of materials An organization should implement materials efficlency
programmes to reduce theenvironmental impact caused by the use of raw materials for production
processes or for finished products used in its activities or in the delivery of its services. Matgrials
efficiengy programmes ‘are based on identification of ways to increase the efficiency of raw material use
within the sphere ofsinfluence of the organization. Use of materials causes numerous direct and inIirect
environmental impacts, associated, for example, with the impact on ecosystems of mining and forestry,
and the [emissions resulting from the use, transport and processing of materials; and

minimized resource requirements of a product Consideration should be given to the resgurce
requirements of the finished product during use.

6.5.4.2 Related actions and expectations

In relation to all its activities an organization should:

44

identify the sources of energy, water and other resources used;
measure, record and report on its significant uses of energy, water and other resources;

implement resource efficiency measures to reduce its use of energy, water and other resources,
considering best practice indicators and other benchmarks;
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and low-impact sources;

use recycled materials and reuse water as much as possible;

manage water resources to ensure fair access for all users within a watershed;
promote sustainable procurement;

consider adopting extended producer responsibility; and

romote sustainable consumption.

6.5.§ Environmental issue 3: Climate change mitigation and adaptation

6.5.9.1 Description of the issue

It is fecognized that emissions of greenhouse gases (GHG) from human activities, such as ca
(CO4), methane (CH,) and nitrous oxide (N,O), are very likely one of the causes of global clin
which is having significant impacts on the natural and human environmerit ™ Among the trends d
antiggpated are: rising temperatures, changes in rainfall patterns, more frequent occurrencesg
weather events, rising sea levels, worsening water scarcity, and~changes to ecosystems, ag
fishefies. It is anticipated that climate change may pass a point’béeyond which changes would

morg drastic and difficult to address.

Every organization is responsible for some GHG emissions§’(either directly or indirectly) and will b
somg way by climate change. There are implications forrorganizations in terms of both minimizi

00:2010(E)

complement or replace non-renewable resources where possible with alternative sustainable, renewable

rbon dioxide
ate change,
bserved and
of extreme
ficulture and
become far

e affected in
ng their own

GHG
SOCid

6.5.9.2

6.5.9.2.1

Tom
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emissions (mitigation) and planning for a changing climate (adaptation). Adapting to climatg
| implications in the form of impacts on health,\prosperity and human rights.

change has

Related actions and expectations

Climate change mitigation
itigate climate change impacts related to its activities an organization should:

dentify the sources of(direct and indirect accumulated GHG emissions and define the boundaries (scope)
Df its responsibility;

measure, recordvand report on |ts S|gn|f|cant GHG emissions, preferably using methods well defined in
nternationally-agreed standards " (see also Annex A for examples of initiatives and tool$ addressing
GHG emissions);

mplement optimized measures to progressively reduce and minimize the direct and i

direct GHG
emissions within its control and encourage similar actions within its sphere of influence; T

review the quantity and type of S|gn|f|cant fuels usage within the organization and implement programmes
to improve efficiency and effectiveness ', A life cycle approach should be undertaken to ensure net
reduction in GHG emissions, even when low-emissions technologies and renewable energies are
considered,;

prevent or reduce the release of GHG emissions (particularly those also causing ozone depletion) from
land use and land use change, processes or equipment, including but not limited to heating, ventilation
and air conditioning units;

realize energy savings wherever possible in the organization, including purchasing of energy efficient
goods and development of energy efficient products and services; and
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— consider aiming for carbon neutrality by implementing measures to offset remaining GHG emissions, for
example through supporting reliable emissions reduction programmes that operate in a transparent way,
carbon capture and storage or carbon sequestration.

6.5.5.2.2 Climate change adaptation
To reduce vulnerability to climate change, an organization should:

— consider future global and local climate projections to identify risks and integrate climate change
adaptation into its decision making;

— identify jopportunities to avoid or minimize damage associated with climate change and where pagsible
take adyantage of opportunities, to adjust to changing conditions (see Box 10); and

— implemgnt measures to respond to existing or anticipated impacts and within its sphere, of influgnce,
contribute to building capacity of stakeholders to adapt.

Box 10 — Examples of climate change adaptation actions

Examples of{actions to adapt to changing climate conditions include:

— planning for land use, zoning and infrastructure design and maintenance, taking account of the
implications of a changing climate and greater climatic uncertainty and the possibility of increagingly
severe \veather, including floods, high winds, drought and water scarcity or intense heat;

— developjng agricultural, industrial, medical and a range of other technologies and techniques and making
them agcessible to those in need, ensuring the security of drinking water, sanitation, food and pther
resources critical to human health;

— supporting regional steps to reduce vulnerability.to flooding. This includes restoring wetlands that can
help magnage flood water, and reducing the usé.ef non-porous surfaces in urban areas; and

— providing wide opportunities to increase“awareness of the importance of adaptation and preventive
measures for the resilience of society through education and other means.

6.5.6 Envifonmental issue 4:Protection of the environment, biodiversity and restoration of natural
habitats

6.5.6.1  Degscription of'the issue

Since the 1960s, human activity has changed ecosystems more rapidly and extensively than in| any
comparable period(in history. Rapidly growing demand for natural resources has resulted in a substantial and
often irreverpible loss of habitat and diversity of life on earth "%, Vast areas — both urban and rural — have
been transformed-by tumamactior:

An organization can become more socially responsible by acting to protect the environment and restore
natural habitats and the various functions and services that ecosystems provide (such as food and water,
climate regulation, soil formation and recreational opportunities) "' Key aspects of this issue include:

— valuing and protecting biodiversity Biodiversity is the variety of life in all its forms, levels and
combinations; it includes ecosystem diversity, species diversity and genetic diversity!"®”. Protecting
biodiversity aims to ensure the survival of terrestrial and aquatic species, genetic diversity and natural
ecosystems ¢8I,
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valuing, protecting and restoring ecosystem services Ecosystems contribute to the well-being of
society by providing services such as food, water, fuel, flood control, soil, pollinators, natural fibres,
recreation and the absorption of pollution and waste. As ecosystems are degraded or destroyed, they

lose the ability to provide these services;

using land and natural resource sustainabl An organization's land-use projects may protect or

[170][171]

degrade habitat, water, soils and ecosystems ; and

advancing environmentally sound urban and rural development Decisions and a

ctivities  of

organizations can have significant impacts on the urban or rural environment and their related
ecosystems. These impacts can be associated with, for example, urban planning, building and

ation to all its activities an organization should:

dentify potential adverse impacts on biodiversity and ecosystem services and-take measureg
br minimize these impacts;

where feasible and appropriate, participate in market mechanisms to internalize the
bnvironmental impacts and create economic value in protecting écosystem services;

pive highest priority to avoiding the loss of natural ecosystems, second to restoring ecos
inally, if the former two actions are not possible or fully)effective, to compensating for los
bctions that will lead to a net gain in ecosystem services over time;

establish and implement an integrated strategy for the administration of land, water and eco
bromotes conservation and sustainable use in-asocially equitable way;

ake measures to preserve any endemic; threatened or endangered species or habitat
hdversely affected;

mplement planning, design and' operating practices as a way to minimize the possible e
mpacts resulting from its degisions on land use, including decisions related to agriculturz
Hevelopment;

ncorporate the protection of natural habitat, wetlands, forest, wildlife corridors, protecte
hgricultural lands jnto-the development of buildings and construction works 22116

hdopt sustainable agricultural, fishing, and forestry practices including aspects related to an
or example)as defined in leading standards and certification schemes P/1'7°!;

brogréssively use a greater proportion of products from suppliers using more sustainable
And. processes;

Construction, transport systems, waste and sewage management, and agricultural techniques.

to eliminate

cost of its

ystems, and
ses through

systems that

hat may be

hvironmental
| and urban

1l areas and

mal welfare,

technologies

consider that wild animals and their habitats are part of our natural ecosystems and should
valued and protected and their welfare taken into account; and

therefore be

avoid approaches that threaten the survival or lead to the global, regional or local extinction of species or

that allow the distribution or proliferation of invasive species.
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6.6 Fair operating practices

6.6.1

6.6.1.1 O

Overview of fair operating practices

rganizations and fair operating practices

Fair operating practices concern ethical conduct in an organization's dealings with other organizations. These
include relationships between organizations and government agencies, as well as between organizations and
their partners, suppliers, contractors, customers, competitors, and the associations of which they are

members.

Fair operatirhg practice issues arise in the areas of anti-corruption, responsible involvement in the™p

sphere, fair
property righ

6.6.1.2
In the area
relationshipg

providing le
organization

6.6.2 Pring

competition, socially responsible behaviour, relations with other organizations and respe
ts.

Fair operating practices and social responsibility

of social responsibility, fair operating practices concern the way anworganization use
with other organizations to promote positive outcomes. Positive outcéomes can be achievs
pdership and promoting the adoption of social responsibility more broadly throughou
s sphere of influence.

Liples and considerations

Behaving ethically is fundamental to establishing and sustaining\legitimate and productive relation

between or
behaviour u
involvement
transparency
with each ot

6.6.3 Fair

6.6.3.1

Corruption is
corruption in|
or people in
obstruction ¢

Corruption |
criminal pro
human rights
Itcanalsod

janizations. Therefore, observance, promotion and“encouragement of standards of e
hderlie all fair operating practices. Preventing corruption and practising responsible po
depend on respect for the rule of law, adherence to ethical standards, accountability
. Fair competition and respect for property rights cannot be achieved if organizations do not
her honestly, equitably and with integrity.

bperating practices issue 1: Anti-corruption

Description of the issue

the abuse of entrusted‘\power for private gain. Corruption can take many forms. Exampl
clude bribery (soliciting, offering or accepting a bribe in money or in kind) involving public off
the private sector, ‘conflict of interest, fraud, money laundering, embezzlement, concealmen
f justice, and trading in influence.

ndermines\an organization's effectiveness and ethical reputation, and can make it liab
secution;as well as civil and administrative sanctions. Corruption can result in the violati
5, theerosion of political processes, impoverishment of societies and damage to the environn
stoft.competition, distribution of wealth and economic growth [AlASIeIT20I 23]

ublic
t for

s its
d by
the

5hips
hical
itical

and
deal

bs of
cials
and

le to
bn of
nent.

6.6.3.2

Related actions and expectations

To prevent corruption an organization should:

and extortion;

oversight for implementation of the anti-corruption policies;

and provide incentives for progress;

48

identify the risks of corruption and implement and maintain policies and practices that counter corruption

ensure its leadership sets an example for anti-corruption and provides commitment, encouragement and

support and train its employees and representatives in their efforts to eradicate bribery and corruption,
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— raise the awareness of its employees, representatives, contractors and suppliers about corruption and
how to counter it;

— ensure that the remuneration of its employees and representatives is appropriate and for legitimate
services only;

— establish and maintain an effective system to counter corruption;
— encourage its employees, partners, representatives and suppliers to report violations of the organization's

policies and unethical and unfair treatment by adopting mechanisms that enable reporting and follow-up
action without fear of reprisal;

— pring violations of the criminal law to the attention of appropriate law enforcement authorities;|and

— work to oppose corruption by encouraging others with which the organization hasceperating relationships
0 adopt similar anti-corruption practices.

6.6.4 Fair operating practices issue 2: Responsible political involvement

6.6.4.1  Description of the issue
Orggnizations can support public political processes and encouragé the development of public policy that

bendfits society at large. Organizations should prohibit use of undue influence and avoid behavipur, such as
manijpulation, intimidation and coercion, that can undermine the public political process.

6.6.4.2 Related actions and expectations
An ofganization should:

— frain its employees and representatives._and raise their awareness regarding responsjble political
nvolvement and contributions, and how!to deal with conflicts of interest;

— pe transparent regarding its policies’and activities related to lobbying, political contributions|and political
nvolvement;

— pstablish and implement (paolicies and guidelines to manage the activities of people retained|to advocate
bn the organization's behalf;

— fvoid political contfibutions that amount to an attempt to control or could be perceived as exerting undue
nfluence on palitiCians or policymakers in favour of specific causes; and

— prohibit agtivities that involve misinformation, misrepresentation, threat or compulsion.

6.6.9 Fair operating practices issue 3: Fair competition

6.6.5.1  Description of the issue

Fair and widespread competition stimulates innovation and efficiency, reduces the costs of products and
services, ensures all organizations have equal opportunities, encourages the development of new or improved
products or processes and, in the long run, enhances economic growth and living standards. Anti-competitive
behaviour risks harming the reputation of an organization with its stakeholders and may create legal problems.
When organizations refuse to engage in anti-competitive behaviour they help to build a climate in which such
behaviour is not tolerated, and this benefits everyone.

There are many forms of anti-competitive behaviour. Some examples are: price fixing, where parties collude
to sell the same product or service at the same price; bid rigging, where parties collude to manipulate a
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competitive bid; and predatory pricing, which is selling a product or service at a very low price with the intent
of driving competitors out of the market and imposing unfair sanctions on competitors.

6.6.5.2 Related actions and expectations

To promote fair competition, an organization should:

6.6.6 Fair pperating practices issue 4: Promoting social responsibility.in the value chain

6.6.6.1 Dgscription of the issue

conduct its activities in a manner consistent with competition laws and regulations, and co-operate with
the appropriate authorities;

establish procedures and other safeguards to prevent engaging in or being complicit in_anti-competitive
behaviopr;

promotg employee awareness of the importance of compliance with competition legislation”and fair
competition;

supportfanti-trust and anti-dumping practices, as well as public policies that encourage-competition; gnd

be mindful of the social context in which it operates and not take advantage of-secial conditions, su¢h as
poverty, to achieve unfair competitive advantage.

An organization can influence other organizations through its prectirement and purchasing decisions. Thrpugh
leadership and mentorship along the value chain, it can promote adoption and support of the principleq and

practices of gocial responsibility.

An organization should consider the potential impacts_or unintended consequences of its procuremen{ and
purchasing decisions on other organizations, and take due care to avoid or minimize any negative impagts. It
can also stinpulate demand for socially responsible:products and services. These actions should not be vigwed

as replacing|the role of authorities to implement.and enforce laws and regulations.

Every organjzation in the value chain is responsible for complying with applicable laws and regulations and for

its own impacts on society and the enyironment.

6.6.6.2 Related actions and ‘expectations

To promote gocial responsibility in its value chain, an organization should:

50

integrate¢ ethical§\ social, environmental and gender equality criteria, and health and safety, in its
purchasing, distribution and contracting policies and practices to improve consistency with gocial
respongibility objectives;

encourage other organizations t0 adopt similar policies, without Indulging In anti-competiiiveé behaviour in
so doing;

carry out appropriate due diligence and monitoring of the organizations with which it has relationships,
with a view to preventing compromise of the organization's commitments to social responsibility;

consider providing support to SMOs, including awareness raising on issues of social responsibility and
best practice and additional assistance (for example, technical, capacity building or other resources) to
meet socially responsible objectives;

actively participate in raising the awareness of organizations with which it has relationships about
principles and issues of social responsibility; and
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— promote fair and practical treatment of the costs and benefits of implementing socially responsible
practices throughout the value chain, including, where possible, enhancing the capacity of organizations
in the value chain to meet socially responsible objectives. This includes adequate purchasing practices,
such as ensuring that fair prices are paid and that there are adequate delivery times and stable contracts.

6.6.7 Fair operating practices issue 5: Respect for property rights

6.6.7.1  Description of the issue

The right to own property is a human right recognized in the Universal Declaration of Human Rights. Property
rights_cover both physical property and intellectual property and include interest in land and other physical
assefs, copyrights, patents, geographical indicator rights, funds, moral rights and other rights.THey may also
encgmpass a consideration of broader property claims, such as traditional knowledge of specific’groups, such
as indigenous peoples, or the intellectual property of employees or others.

Recagnition of property rights promotes investment and economic and physicalysecurity,|as well as
encauraging creativity and innovation.

6.6.7.2 Related actions and expectations

An ofganization should:

— |mplement policies and practices that promote respect for property rights and traditional knowjedge;

— onduct proper investigations to be confident it has lawfultitle permitting use or disposal of prpperty;

— ot engage in activities that violate property rights, including misuse of a dominant position, dounterfeiting
and piracy;

— pay fair compensation for property that it acquires or uses; and

— gonsider the expectations of society, himan rights and basic needs of the individual when exercising and
brotecting its intellectual and physical:property rights.

6.7 | Consumer issues
6.7.1 Overview of consumerissues

6.7.1.1 Organizations and consumer issues

Orggnizations that —provide products and services to consumers, as well as other custgmers, have
resppnsibilities~to those consumers and customers. The issues that are mainly applicable fgr customers
purchasing for'commercial purposes are dealt with in 6.6. Issues that are mainly appropriate fon people who
purchase for private purposes (consumers) are dealt with in the present clause. Particular parts of both 6.6
and Ihe present clause could, however, be applicable to either customers or consumers.

Responsibilities include providing education and accurate information, using fair, transparent and helpful
marketing information and contractual processes, promoting sustainable consumption and designing products
and services that provide access to all and cater, where appropriate, for the vulnerable and disadvantaged.
The term consumer refers to those individuals or groups that make use of the output of the organizations'
decisions and activities and does not necessarily mean that consumers pay money for products and services.
Responsibilities also involve minimizing risks from the use of products and services, through design,
manufacture, distribution, information provision, support services and withdrawal and recall procedures. Many
organizations collect or handle personal information and have a responsibility to protect the security of such
information and the privacy of consumers.

The principles of this clause apply to all organizations in their role of serving consumers; however, the issues
may have very different relevance, according to the kind of organization (such as private organizations, public
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service, local welfare organizations or other types) and the circumstances. Organizations have significant
opportunities to contribute to sustainable consumption and sustainable development through the products and

services they offer and the information they provide, including information on use, repair and disposal.

6.7.1.2 Consumer issues and social responsibility

Consumer issues regarding social responsibility are related to, among other matters, fair marketing practices,

protection of health and safety, sustainable consumption, dispute resolution and redress, data and pri

vacy

protection, access to essential products and services, addressing the needs of vulnerable and disadvantaged

consumers, and education. The UN Guidelines for Consumer Protection " provide fundamental inform
on consumer issues and sustainable consumption (see Box 11).

ation

Box 11 — UN Guidelines for Consumer Protection

The UN Guidelines for Consumer Protection is the most important international document.in the rea
consumer protection. The UN General Assembly adopted these Guidelines in 1985 by consensus. In
they were gxpanded to include provisions on sustainable consumption. They call upob states to pn
consumers from hazards to their health and safety, promote and protect the economig-int€rests of consur
enable congumers to make informed choices, provide consumer education,make available effq
consum[%g] redress, promote sustainable consumption patterns and guarantee, fréedom to form cons
groups ' .

These principles of consumer protection are elaborated and detailed throaghout the text of the UN Guide
and are commonly referred to as the “consumer rights” 4.

m of
1999
otect
ners,
ctive
Limer
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6.7.2 Pringiples and considerations

6.7.2.1 Principles

The UN Guldelines for Consumer Protection "*? cand the International Covenant on Economic, Socia
Cultural Rigmts 144 express principles that should guide socially responsible practices regarding the legiti
needs of cofsumers, including satisfaction of basic needs and the right of everyone to an adequate star
of living, ingluding adequate food, clothing and housing, and to the continuous improvement of
conditions apd availability of essential products and services, including financial. They also include the rig
promote jusf, equitable and sustainable economic and social development and environmental prote
These legitimate needs include:

— safety | The right of aecCess to non-hazardous products and protection of consumers from hazar
their hedllth and safety)stemming from production processes, products and services;

— being informed Access of consumers to adequate information to enable them to make info

and
mate
dard
iving
ht to
ction.

ds to

rmed

choices|according to individual wishes and needs and to be protected against dishonest or misleading

advertisjng’or labelling;

— making choices The promotion and protection of the economic interests of consumers, including
the ability to select from a range of products and services, offered at competitive prices with an assurance

of satisfactory quality;

— being heard Freedom to form consumer and other relevant groups or organizations and the

opportunity of such organizations to present their views in decision-making processes affecting t

hem,

especially in the making and execution of government policy, and in the development of products and

services;

— redress Availability of effective consumer redress, in particular in the form of fair settlement o

f just

claims, including compensation for misrepresentation, badly made products or unsatisfactory services;
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Consumer education, including education on the environmental, social and economic

impacts of consumer choice, enables consumers to make informed, independent choices about products
and services while being aware of their rights and responsibilities and how to act on them; and

healthy environment This is an environment that is not threatening to the well-being of

present and

future generations"®”. Sustainable consumption includes meeting the needs of present and future
generations for products and services in ways that are economically, socially and environmentally
sustainable.

Additional principles include:

fespect Tor the right to privacy This is drawn from the Universal Declaration of Hu
Article 12'°® which provides that no one be subjected to arbitrary interference with their pr
nome or correspondence, or to attacks upon their honour and reputation, and that everyone
o the protection of the law against such interference or attacks;

he precautionary approach This is drawn from the Rio Declaration on Envir
Development™*® and subsequent declarations and agreements "4 \which advance
hat where there are threats of serious or irreversible damage to the environment or human h
ull scientific certainty should not be used as a reason for postponing.eost-effective measure
environmental degradation or damage to human health. When ‘considering cost-effecti
measure, an organization should consider the long-term costs and ‘benefits of that measure,
hort-term economic costs to the organization;

promotion of gender equality and empowerment of women This is drawn from th
Declaration of Human Rights and the Millennium Development Goals (see Boxes 2, 6 and 13

man Rights,
vacy, family,
has the right

bnment and
the concept
ealth, lack of
s to prevent
eness of a
not only the

e Universal
). It provides

An additional basis on which to analyse consumer jssu€s and prevent perpetuation of gender stereotypes
see also Box 12); and
— promotion of universal design  This is the*design of products and environments to be Qisable by all

6.7.2

Althg

resp

does

activ
abilit

Vuln

have

servi

unab

with

beople, to the greatest extent possible, without the need for adaptation or specialized desig
seven principles to universal design: equitable use, flexibility in use, simple and intuitive use
nformation, tolerance for error, low_physical effort and size and space for approach and use y

.2 Considerations

ugh the state has the pfimary responsibility for ensuring that the right to satisfaction of bg
bcted, an organization can contribute to the fulfilment of this right. Particularly in areas wh
not adequately satisfy people's basic needs, an organization should be sensitive to the

.

brable groups have different abilities and, in their role as consumers, vulnerable groups

particular needs to be addressed and can, in some cases, require specially tailored g
ces{ They have special needs because they may not know their rights and responsibilitie
lé-to act on their knowledge. They may also be unaware of or unable to assess potential risk

n. There are
, perceptible
01ﬁ341 P

sic needs is
bre the state
mpact of its

ties on people's‘ability to satisfy those needs. It should also avoid actions that would je¢pardize this

see 6.3.7.2)
roducts and
5 or may be
s associated

products or services and thus to make balanced judgements.

6.7.3 Consumer issue 1: Fair marketing, factual and unbiased information and fair contractual

prac

6.7.3.1

tices

Description of the issue

Fair marketing, factual and unbiased information and fair contractual practices provide information about
products and services in a manner that can be understood by consumers. This allows consumers to make
informed decisions about consumption and purchases and to compare the characteristics of different products
and services. Fair contractual processes aim to protect the legitimate interests of both suppliers and
consumers by mitigating imbalances in negotiating power between the parties. Responsible marketing may
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involve provision of information on the social, economic and environmental impacts across the whole life cycle
and value chain. Details of products and services provided by suppliers play an important role in purchasing
decisions because this information may provide the only data readily available to consumers. Unfair,
incomplete, misleading or deceptive marketing and information can result in purchase of products and
services that do not meet consumer needs, and result in a waste of money, resources and time "?'** and
may even be hazardous to the consumer or the environment. It can also lead to a decline in consumer
confidence, with consumers not knowing whom or what to believe. This can adversely affect the growth of
markets for more sustainable products and services.

6.7.3.2 Related actions and expectations

When communicating with consumers, an organization should:

— not engage in any practice that is deceptive, misleading, fraudulent or unfair, unclear orcambigdious,
including omission of critical information;

— consenf| to sharing relevant information in a transparent manner which allows for-easy access| and
comparisons as the basis for an informed choice by the consumer;

— clearly ilentify advertising and marketing;

— openly dlisclose total prices and taxes, terms and conditions of the products and services (as well ag any
accessdry required for use) and delivery costs. When offering consumer credit, provide details of the
actual gnnual interest rate as well as the annual percentage rate.(APR) charged, which includes all the
costs inyolved, amount to be paid, number of payments and the. due dates of instalment payments;

— substanfiate claims or assertions by providing underlying facts and information upon request;

— not use text, audio or images that perpetuate stereotyping in regard to, for example, gender, religion,|race,
disability or personal relationships;

— give primary consideration in advertising and- marketing to the best interests of vulnerable groups,
including children, and not engage in activities that are detrimental to their interests;

— provide complete, accurate, and understandable information that can be compared in official or commonly
used languages at the point of saleland according to applicable regulations on:

— all [mportant aspects of-products and services, including financial and investment products, ideally
taking into account the\full life cycle;

— thelkey quality aspects of products and services as determined using standardized test procedpres,
and comparedy"when possible, to average performance or best practice. Provision of |such
infdrmation ‘should be limited to circumstances where it is appropriate and practical and would gssist
corlsumers,

—  hedlth=and qunty aspects of products and services_such as Inntpnti:ully hazardous use_hazandous
materials and hazardous chemicals contained in or released by products during their life cycle;

— information regarding accessibility of products and services; and

— the organization's location, postal address, telephone number and e-mail address, when using
domestic or cross-border distance selling, including by means of the Internet, e-commerce, or mail
order;

— use contracts that:

— are written in clear, legible and understandable language;
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do not include unfair contract terms, such as the unfair exclusion of liability, the right to unilaterally

change prices and conditions, the transfer of risk of insolvency to consumers or unduly long contract

periods, and avoid predatory lending practices including unreasonable credit rates; and

provide clear and sufficient information about prices, features, terms, conditions, costs,
of the contract and cancellation periods.

6.7.4 Consumer issue 2: Protecting consumers' health and safety

6.7.4.1  Description of the issue

Protgction of consumers' health and safety involves the provision of products and services that
that do not carry unacceptable risk of harm when used or consumed. The protection should“cq
intenided use and foreseeable misuse 1" Clear instructions for safe use, including ag
maintenance, are also an important part of the protection of health and safety.

An drganization's reputation may be directly affected by the impact on consumers" health and
prodlicts and services.

Products and services should be safe, regardless of whether or not legaksafety requirements
Safely includes anticipation of potential risks to avoid harm or danger)‘As all risks cannot be
elimiphated, measures to protect safety should include mechanisms forproduct withdrawal and rec|

6.7.4.2 Related actions and expectations
In pr
spec
reco

ptecting the health and safety of consumers, an organization should take the following acti

Jnize or assess potential dangers. It should:

or users and other persons, their property,”and the environment;

assess the adequacy of health and safety laws, regulations, standards and other spe
hddress all health and safety, aspects P49 - Ap organization should go beyond min
requirements where there -is:‘evidence that higher requirements would achieve signifi
pbrotection, as indicated by the occurrence of accidents involving products or services that cg
minimum requirements;.or-the availability of products or product designs that can reduce th
severity of accidents;

vhen a product, after having been placed on the market, presents an unforeseen hazard, h
Hefect or contains misleading or false information, stop the services or withdraw all products

reach peeple who purchased the product or made use of the services and compensate cd
osses suffered. Measures for traceability in its value chain may be pertinent and useful;

Bioaiza

h

the duration

are safe and
ver both the
sembly and

safety of its

are in place.
foreseen or
all.

pns and pay

al attention to vulnerable groups (with special attention to children) that might not have th¢ capacity to

brovide products and services that, under normal and reasonably foreseeable conditions of dise, are safe

tifications to
mum safety
cantly better
nform to the
e number or

as a serious
that are still

n the distribution chain. An organization should recall products using appropriate measures and media to

nsumers for

o aleatn tha dacian ~Ff el inte g
M THZCTISKS T S UC STy UT PToUaCtS oy~

identifying the likely user group(s), the intended use and the reasonably foreseeable misuse of the

process, product or service, as well as hazards arising in all the stages and conditions of use of the
product or service and, in some cases, provide specially tailored products and services for vulnerable

groups;

arising from the hazards identified; and

and information for users;
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assure the appropriate design of information on products and services by taking into account different
consumer needs and respecting differing or limited capacities of consumers, especially in terms of time
allocated to the information process;

in product development, avoid the use of harmful chemicals, including but not limited to those that are
carcinogenic, mutagenic, toxic for reproduction, or persistent and bio-accumulative. If products containing
such chemicals are offered for sale, they should be clearly labelled;

as appropriate, perform a human health risk assessment of products and services before the introduction
of new materials, technologies or production methods, and, when appropriate, make documentation

available to consumers;

convey

vital safety information to consumers using symbols wherever possible, preferably those that

been infernationally agreed, in addition to the textual information;

instruct
normally

adopt m

foreseeable use; and

easures that prevent products from becoming unsafe through improper.handling or storage

in the cdre of consumers.

6.7.5 Congumer issue 3: Sustainable consumption

have

consumers in the proper use of products and warn them of the risks involved\in intend¢d or

Wwhile

6.7.5.1  Description of the issue

Sustainable |consumption is consumption of products and resources at rates consistent with sustainable
developmen}. The concept was promoted by Principle 8 of.the Rio Declaration on Environment| and
Development"®®, which states that to achieve sustainable-development and a higher quality of life for all
people, states should reduce and eliminate unsustainable patterns of production and consumption.| The
concept of sustainable consumption also encompasses\a concern for animal welfare, respecting the physical
integrity of apimals and avoiding cruelty (sl

An organization's role in sustainable consumption arises from the products and services it offers, the|r life
cycles and vplue chains, and the nature of the information it provides to consumers.

Current rate
depletion. C

5 of consumption are clearlyunsustainable, contributing to environmental damage and resg
bnsumers play an important role in sustainable development by taking ethical, social, econ

urce
omic

and environmental factors into agceunt based on accurate information in making their choices and purchasing

decisions.

6.7.5.2 R

plated actions and expectations

To contribute to sustainable consumption, an organization, where appropriate, should:

promotg

effective education empowering consumers to understand the impacts of their choicg

bs  of

prOdULto dlluI DUIVibGD Ul t: IU;I VVU” bvilly dlld Ull t: 1T UIIV;IUIIIIIGI It. Plabt;bai au'vi\..c vall IUU pluviu'c
how to modify consumption patterns and to make necessary changes;

cycle, a

nd reduce adverse impacts on society and the environment by:

d on

offer consumers socially and environmentally beneficial products and services considering the full life

eliminating, where possible, or minimizing any negative health and environmental impact of products

and services, and where less harmful and more efficient alternatives exist, providing the choice of

pro

ducts or services that have less adverse effects on the society and the environment;

if possible, offering or suggesting recycling and disposal services;

56

designing products and packaging so that they can be easily used, reused, repaired or recycled and,
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preferring supplies that can contribute to sustainable development;
offering high quality products with longer product life, at affordable prices;

providing consumers with scientifically reliable, consistent, truthful, accurate, comparable and
verifiable information about the environmental and social factors related to production and delivery of
its products or services, includin%, where appropriate, information on resource efficiency, taking the
value chain into account M3l
providing consumers with information about products and services, including on: performance,
impacts on health, country of origin, energy efficiency (where applicable), contents or ingredients

6.7.6

6.7.64.1  Description of the issue

Congumer service, support, and complaint and dispute resolution are the mechanisms an organiz

addr
inclu

for r¢turn, repair and maintenance.

Prod
as a
time

Prov
offer
and

saleg service, support and dispute resolution procedures by surveys of their users

6.7.6.2 Related actions and expectations

Ano

(including, where appropriate, use of genetically modified organisms and nanoparticles), aspects
related to animal welfare (including, where appropriate, use of animal testing)\and safe use,
maintenance, storage and disposal of the products and their packaging; and

making use of reliable and effective, independently verified labelling schetmes or other verification
schemes, such as eco-labelling or auditing activities, to communicate positive environmgntal aspects,

energy efficiencies, and other socially and environmentally beneficial characteristics of
services "M

bss the needs of consumers after products and sefvices are bought or provided. Such
He proper installation, warranties and guarantees, technical support regarding use, as well g

ucts and services that do not provide satisfactory performance, either because of flaws or br
result of misuse, may result in a violation of consumer rights as well as a waste of money, rg

ders of products and services can increase consumer satisfaction and reduce levels of ¢
ng high quality products and services. They should provide clear advice to consumers on apy

bn recourse or remedies for faulty performance. They can also monitor the[gﬁﬁzc}]iveness q

rganization should:

ake measUres to prevent complaints™ by offering consumers, including those who obt
hrough-distance selling, the option to return products within a specified period or obtain othe
remedies;

Consumer issue 4: Consumer service, support, and complaint-and dispute resolution

roducts and

Ation uses to
mechanisms
S provisions

pakdowns or
sources and

bmplaints by
bropriate use
f their after-

pin products
[ appropriate

review complaints and improve practices in response to complaints;

if appropriate, offer warranties that exceed periods guaranteed by law and are suitable for the expected

length of product life;

clearly inform consumers how they can access after-supply services and support as well as dispute

resolution and redress mechanisms "I

offer adequate and efficient support and advice systems;

offer maintenance and repair at a reasonable price and at accessible locations and make information

readily accessible on the expected availability of spare parts for products; and
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make use of alternative dispute resolution, conflict resolution and redress procedures that are based on
national or international standards, are free of charge or are at minimal cost to consumers ™'® and that
do not require consumers to waive their rights to seek legal recourse.

Box 12 — Consumer dispute resolution

The ISO family of quality management standards contains a set of three guidance standards pertaining to:
customer satisfaction codes (designed to decrease the likelihood of complaints arising); complaints handling;
and external dispute resolution (in those situations where the complaints cannot be resolved within the
organization). Taken together, the three standards provide a systematic approach to customer complaints
prevention d h::mdling and diqpufp resolution ()rgani7atinnq can also use one or mare of these standards,
depending gn their needs and circumstances. The guidance in these standards assists organizations in
meeting theif obligations to provide consumers with redress and to give them an opportunity to be heard| The

standards arje:

ISO 10Q01, Quality management — Customer satisfaction — Guidelines for codes\.of condudt for
organizations[‘”. This International Standard assists organizations in developingcand implementing
effectivg, fair and accurate codes of conduct.

ISO 10902, Quality management — Customer satisfaction — Guidelines, far’ complaints handling in
organizaations[s]. This International Standard provides guidance on how(oerganizations can fairly| and
effectivgly address complaints about their products and services.

ISO 10Q03, Quality management — Customer satisfaction — Guidelines for dispute resolution external to
organizations ® This International Standard addresses situations Where organizations have been unpable
to resolye complaints through their internal complaints handling;mechanisms.

6.7.7 Congumer issue 5: Consumer data protection-and privacy

6.7.7.1  Description of the issue

Consumer data protection and privacy are intended to safeguard consumers' rights of privacy by limiting the
types of infprmation gathered and the «ways in which such information is obtained, used and secpred.
Increasing upe of electronic communication (including for financial transactions) and genetic testing, as well as
growth in lafge-scale databases, raise concerns about how consumer privacy can be protected, particlilarly

with regard tp personally identifiable information

[36][123][124][125]

Organizatiorfs can help to_maintain their credibility and the confidence of consumers through the uge of

rigorous sysfems for obtaining, using and protecting consumer data.

6.7.7.2 Related actions and expectations

To prevent gersonal data collection and processing from infringing privacy, an organization should:

58

limit the collection of personal data to information that is either essential for the provision of products and
services or provided with the informed and voluntary consent of the consumer;

refrain from making the use of services or the claim to special offers contingent on agreement by the
consumer to the unwanted use of data for marketing purposes;

only obtain data by lawful and fair means;

specify the purpose for which personal data are collected, either before or at the time of data collection;
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— not disclose, make available or otherwise use personal data for purposes other than those specified,
including marketing, except with the informed and voluntary consent of the consumer or when required by
the law;

— provide consumers with the right to verify whether the organization has data relating to them and to
challenge these data, as defined by law. If the challenge is successful, the data should be erased,
rectified, completed or amended, as appropriate;

— protect personal data by adequate security safeguards;

— be open about developments, practices and policies regarding personal data, and provide readily
avaitabte ways of estabtishingtheexisterce; matureamdmaim uses of persomatdata;amd

— isclose the identity and usual location of the person accountable for data protection.inythe [organization
sometimes called the data controller), and hold this person accountable for complying with the above
Mmeasures and applicable law.

6.7.§ Consumer issue 6: Access to essential services

6.7.8.1  Description of the issue

Althqugh the state is responsible for ensuring that the right to satisfaction of basic needs is respected, there
are many locations or conditions in which the state does not ensure that this right is protected.|Even where
satisfaction of some basic needs, such as health care, is protected, the right to essential utility sgrvices, such
as ¢glectricity, gas, water, wastewater services, drainage,.sewage and communication may |not be fully
achigved. An organization can contribute to the fulfilment of;this right (1991,

6.7.8.2 Related actions and expectations

An ofganization that supplies essential services-should:
— ot disconnect essential services for.non-payment without providing the consumer or group df consumers
vith the opportunity to seek reasonable time to make the payment. It should not resort [to collective

Hisconnection of services that penalize all consumers regardless of payment;

— |n setting prices and charges) offer, wherever permitted, a tariff that will provide a subsidy fo those who
bre in need;

— pperate in a transparent manner, providing information related to the setting of prices and charges;

— expand their¢Caverage and provide the same quality and level of service without discrim[nation to all
pgroups of copsumers;

— [manage\any curtailment or interruption of supply in an equitable manner, avoiding discrimingation against
Bny ‘group of consumers; and

— maintain and upgrade its systems to help prevent disruption of service.
6.7.9 Consumer issue 7: Education and awareness

6.7.9.1  Description of the issue

Education and awareness initiatives enable consumers to be well informed, conscious of their rights and
responsibilities, more likely to assume an active role and to be able to make knowledgeable purchasing
decisions and consume responsibly. Disadvantaged consumers in both rural and urban areas, including low-
income consumers and those with low literacy levels, have special needs for education and increased
awareness. Whenever there is a formal contract between an organization and a consumer, the organization
should verify that the consumer is properly informed of all applicable rights and obligations.
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The aim of consumer education is not only to transfer knowledge, but also to empower consumers to act on
this knowledge. This includes developing skills for assessing products and services and for making
comparisons. It is also intended to raise awareness about the impact of consumption choices on others and
on sustainable development!"®". Education does not exempt an organization from being responsible if a
consumer is harmed when using products and services.

6.7.9.2 Related actions and expectations
In educating consumers, an organization, when appropriate, should address:

health and safety, including product hazards;

— information on appropriate laws and regulations, ways of obtaining redress and agencies| and
organizations for consumer protection;

— productjand service labelling and information provided in manuals and instructions;

— information on weights and measures, prices, quality, credit conditions and availability of essential
serviceq;

information about risks related to use and any necessary precautions;
financial and investment products and services;
environmental protection;

efficientfuse of materials, energy and water;
sustaingble consumption; and

proper disposal of wrapping, waste, and products.

6.8 Comr

6.8.1 Over
It is widely a
This relation
Community
helps to stre
institutions r

Community
physical pro
community 1

hunity involvement and development

view of community involvement and development

ccepted today that organizations have a relationship with the communities in which they ope
Ship should be based/on community involvement