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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are
members of ISO or IEC participate in the development of International Standards through technical
committees established by the respective organization to deal with particular fields of technical
activity. ISO and IEC technical committees collaborate in fields of mutual interest. Other international
organizations, governmental and non-governmental, in liaison with ISO and IEC, also take part in the
work. In the field of conformity assessment, the ISO Committee on conformity assessment (CASCO) is
responsi

Internati

ple for the development of International Standards and Guides.

pnal Standards are drafted in accordance with the rules given in the ISO/IEC Directives;Bart

Draft Infernational Standards are circulated to the member bodies for voting. Publication as ¢
Internati

pnal Standard requires approval by at least 75 % of the member bodies casting@yvote.

Attentiorn) is drawn to the possibility that some of the elements of this document may be the subject
patentri

phts. [SO shall not be held responsible for identifying any or all such paténtrights.

ISO/IEC 17067 was prepared by the ISO Committee on conformity assessment-(CASCO).

It was ci
organiza

This firs
technically revised.

The follo

a ne
certi

Some¢

the f

rculated for voting to the national bodies of both ISO and IEC; and was approved by bo
fions.

t edition of ISO/IEC 17067 cancels and replaces ISO/AEC Guide 67:2004, which has be
lving major changes have been made compared with ISO/IEC Guide 67:2004:

v Clause 6 has been added, providing guidelines on setting up and operating a produ
fication scheme;

inctional approach to conformity assessment has been emphasised;

Tabl¢ 1 has been extended to refleet the functional approach;

explicit provision has been made for type and batch certification schemes;

referfences to ISO/IEC 17065:2012 have replaced references to ISO/IEC Guide 65:1996;

thet

bxt has been made more concise in places.

of the text originally in the main body of ISO/IEC Guide 67 has been moved to the Introductiopn;

N
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Introduction

This International Standard describes the fundamentals of product certification and provides guidelines
for product certification schemes. In this International Standard references to the term “product” can
also be read to mean “services” or “processes”.

As products are designed, produced, distributed, used and ultimately disposed of, they can give rise to
concerns with purchasers, users and society in general. Such concerns could relate to safety, health or
environmental impacts, durability, compatibility, suitability for intended purposes or for stated conditions.

Generally, these concerns are addressed by specifying the required product attributes in a nlormative
dgcument such as a standard.

The supplier of the product then has the task of demonstrating that the product conforms to the
rgquirements of the normative document.

Itfmight be sufficient for the supplier to assess and declare its product’s conformity, but in other cases
the user or a regulatory authority might require that conformity be assessed by a compgtent and
inppartial third party.

Assessment and impartial third party attestation that fulfilment of_specified requirements fhas been
d¢monstrated for the product is referred to as product certificatien.

This International Standard outlines how schemes for prgduct certification can be structpired and
mlanaged. It identifies common assessment techniques thatare used as a basis for product certification,
sych as product testing, inspection and auditing.

This International Standard is intended for use by those involved with product certification, particularly
those who are, or who are considering becoming, product certification scheme owners| Product
cdrtification scheme owners can include:

a)l product certification bodies;

b) government and regulators;

c)] purchasing agencies;

d] non-government organizations;

e)] industry and retaitassociations; and
f)| consumer organizations.

This International Standard provides only guidance and does not contain requirements. It is cqmpatible
wiith ISO/LEC17065, which specifies requirements for product certification bodies.

Inf this International Standard, the following verbal forms are used:

—t ““should” indicates a recommendation;

— “may” indicates a permission;
— “can” indicates a possibility or a capability.

The modal verb “shall”, which indicates a requirement, is not used because this International Standard
only provides guidelines.

Further details can be found in the ISO/IEC Directives, Part 2.

© IS0 2013 - All rights reserved v
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Conformity assessment — Fundamentals of product
certification and guidelines for product certification schemes
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understanding, developing, operating or maintaining certification schemes for products;j
d services.

TO'FS International Standard describes the fTundamentals of product certification and provides, g

is intended for use by all with an interest in product certification, and especially by cer
heme owners.

DTE 1  In this International Standard the term “product” can also be read as “process” or “service’
ose instances where separate provisions are stated for “processes” or “services’sDefinitions of produ
d service are given in ISO/IEC 17065.

DTE 2 The certification of products, processes and services is a thirdsparty conformity assessme
be [SO/IEC 17000) carried out by product certification bodies. The requirements for product certificat
e specified in ISO/IEC 17065.

Normative references

ne following referenced documents are indispensable for the application of this document. |
ferences, only the edition cited applies. For undated references, the latest edition of the rg

dgcument (including any amendments) applies:

0/1IEC 17000:2004, Conformity assessment — Vocabulary and general principles

0/1EC 17065:2012, Conformity assessment — Requirements for bodies certifying products, proc
rvices

Terms and definitions
r the purposes of this document, the terms and definitions given in ISO/IEC 17000, ISO/IEC 1
e following apply.
rtificationsystem

les, procedures and management for carrying out certification

OURCE: ISO/IEC 17000:2004, 2.7, modified]

uidelines
rocesses

tification

exceptin
t, process

t activity
on bodies

For dated
ferenced

esses and

7065 and

3.

Z

certification scheme
certification system (3.1) related to specified products, to which the same specified requirements,
specific rules and procedures apply

Note 1toentry: Therules, proceduresand management forimplementing product, process and service certification
are stipulated by the certification scheme.

[S

©

OURCE: ISO/IEC 17065:2012, 3.9, modified]
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scheme owner
person or organization responsible for developing and maintaining a specific certification scheme (3.2)

Note 1 to entry: The scheme owner can be the certification body itself, a governmental authority, a trade
association, a group of certification bodies or others.

[SOURCE

4 Pro

: ISO/IEC 17065:2012, 3.11]

duct certification

4.1 Co
411 P

that fulfilment of specified requirements has been demonstrated. Product certification.is carried o

by prody
products

41.2 P
to consu
requireni

413 P
acceptan

ncept of product certification

roduct certification is the provision of assessment and impartial third-party. attestati

ct certification bodies which should conform to ISO/IEC 17065. Specified lrequirements f
are generally contained in standards or other normative documents.

Foduct certification is an established conformity assessment activity-that provides confiden
mers, regulators, industry and other interested parties that products conform to specifig
ents, including for example product performance, safety, interoperability and sustainability

roduct certification can facilitate trade, market access, fair competition and consum
ce of products on a national, regional and international leyek.

4.2 Objectives of product certification
4.2.1 The fundamental objectives of product certification are:

a) to address the needs of consumers, users and;more generally, all interested parties by givil
confidence regarding fulfilment of specified requirements;

b) to al
spec

422 P

— confidence for those with an\interest in fulfilment of requirements, and

— suffi

5 Pro

5.1 Bakics

511 P

ow suppliers to demonstrate to-thie market that their product has been attested to ful
fied requirements by an impartial'third party body.

roduct certification should provide the following:

Cient value so that Suppliers can effectively market products.

Huct certification schemes

Lt

e
ed

er

g

fil

roduct certification schemes should implement the functional approach as described

in

ISO/IEC 17000:2004, Annex A. The functions are:

— selection, which includes planning and preparation activities in order to collect or produce all the
information and input needed for the subsequent determination function;

— determination, which may include conformity assessment activities such as testing, measuring,
inspection, design appraisal, assessment of services and processes and auditing to provide
information regarding the product requirements as input to the review and attestation functions;

— review, which means verification of the suitability, adequacy and effectiveness of selection and
determination activities, and the results of these activities, with regard to fulfilment of specified

requ

irements (see ISO/IEC 17000:2004, 5.1);

© ISO 2013 - All rights reserved


https://standardsiso.com/api/?name=3942e678015211a19ee939ffd267d605

ISO/IEC 17067:2013(E)

— decision on certification;

— attestation, which means issue of a statement of conformity, based on a decision following review,
that fulfilment of specified requirements has been demonstrated (see ISO/IEC 17000:2004, 5.2);

— surveillance (where needed), which means systematic iteration of conformity assessmentactivities
as a basis for maintaining the validity of the statement of conformity (see ISO/IEC 17000:2004, 6.1).

NOTE1  Further information about the functions is given in ISO/IEC 17000.

NQTE 2 In ISO/IEC 17065, the functions of “selection” and “determination” have been combined and are
refferred to as “evaluation”.

NPTE3 In ISO/IEC 17065, the function of “attestation” is related to the subclause c@n- “certification
dqcumentation” (see ISO/IEC 17065:2012, 7.7).

5J1.2 Whenever product certification is performed, a certification scheme (seg 8:2) is in plad

®

5{2 Functions and activities in product certification schemes

5/2.1 Product certification schemes are developed by defining spetific activities for ea¢h of the
applicable functions described in 5.1.1. Table 1 shows how to build-@product certification stheme by
uging these functions, and outlines some of the combinations of-activities in use in the wide range of
figlds where product certification is employed. The types of product certification schemes in Table 1 are
further described in 5.3.

5{2.2 Clause 6 describes the process for deciding whiehactivities to use for a given situation and the
factors to be taken into account in making the decision:

© IS0 2013 - All rights reserved 3
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Table 1 — Building a product certification scheme

Conformity assessment functions and activitiesa Types of product certification schemesb
within product certification schemes la|1b| 2 | 3 | 4 | 5| 6 | Ncd
I |Selection, including planning and preparation activities, specification X | x| x| x| x| x| X X
of requirements, e.g. normative documents, and sampling, as applicable
I |Determination of characteristics, as applicable, by: X X X X X X X X
a) testing

b) inspection

c) dpsign appraisal
d) assessment of services or processes

e) ofher determination activities, e.g. verification

III |Reyiew X X X X X X X X

Examining the evidence of conformity obtained during the determina-
tior] stage to establish whether the specified requirements have been
met

IV |Dedision on certification X X X X X X X X

Grapting, maintaining, extending, reducing, suspending, withdrawing
certification

V | Attestation, licensing

a) i§suing a certificate of conformity or other statement of conformity

(attpstation) xpx x| x X x X X
b) granting the right to use certificates or other statements of conform-

. X | x| x| x| x| x| X

ity

c) ifsuing a certificate of conformity for a batch of products X

d) granting the right to use marks of conformity (licensifg) is based on
suryeillance (VI) or certification of a batch.

VI |[Surnveillance, as applicable (see 5.3.4 to 5.3.8), by:

a) t¢sting or inspection of samples from the open market X X X

b) testing or inspection of samples from the-factory X | x| x

c) apsessment of the production, the delivery of the service or the opera-
tior] of the process

d) management system audits.conibined with random tests or inspec-

: X X
tior]s

a  Where¢ applicable, the actiVities can be coupled with initial audit and surveillance audit of the applicant’s management
system (afp example is giveti inISO/IEC Guide 53) or initial assessment of the production process. The order in which tle
assessmerjts are performed-anay vary and will be defined within the scheme.

b An offen used andwwell-tried model for a product certification scheme is described in ISO/IEC Guide 28; it is a produft
certificatipn schemecorresponding to scheme type 5.

¢ Aprodluctertification scheme includes at least the activities I, I, III, [V and V a).

d  The symbol N has been added to show an undefined number of possible other schemes, which can be based on differept
activities.

5.3 Types of product certification schemes

5.3.1 General

The examples given in 5.3.2 to 5.3.8 do not represent all possible types of product certification schemes.
They may be used with many types of requirements and may use a wide variety of statements of
conformity (see ISO/IEC 17000:2004, 5.2, Note 1). All types of product certification schemes involve
selection, determination, review, decision and attestation. One or more determination activities should
be selected from among those in Table 1, taking into account the product and the specified requirements.
The types of schemes referred to in Table 1 differ according to which surveillance activities (if applicable)

4 © IS0 2013 - All rights reserved
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are carried out. For scheme types 1a and 1b, no surveillance is required since the attestation relates only
to the product items which have been subjected to the determination activities. For the other scheme
types, 5.3.4 to 5.3.8 outline the way in which the different surveillance activities can be used and the
circumstances to which they could be applicable.

5.3.2 Scheme type 1a

In this scheme, one or more samples of the product are subjected to the determination activities. A
certificate of conformity or other statement of conformity (e.g. a letter) is issued for the product type,
the characteristics of which are detailed in the certificate or a document referred to in the certificate.
Sybsequent production items are not covered by the certification body’s attestation of conforrpity.

The samples are representative of subsequent production items which could be referred fo by the
mjanufacturer as being manufactured in accordance with the certified type.

The certification body may grant to the manufacturer the right to use the type certificate|or other
statement of conformity (e.g.letter) as a basis for the manufacturer to declare that subsequent pjoduction
items conform to the specified requirements.

5.3 Scheme type 1b

This scheme type involves the certification of a whole batchef products, following seledtion and
d¢termination as specified in the scheme. The proportion to be tested, which can include testing of all
tHe units in the batch (100% testing), would be based, for example, on the homogeneity of the items in
the batch and the application of a sampling plan, where appropriate. If the outcome of the determination,
rgview and decision is positive, all items in the batch maybe described as certified and may haye a mark
off conformity affixed, if that is included in the scheme,

53.4 Scheme type 2

The surveillance part of this scheme involyes periodically taking samples of the product from tle market
and subjecting them to determination activities to check that items produced subsequent to the initial
afftestation fulfil the specified requiréments.

While this scheme may identify the impact of the distribution channel on conformity, the fesources
it|[requires can be extensives-Also, when significant nonconformities are found, effective cprrective
easures may be limited since the product has already been distributed to the market.

The surveillanc€ part of this scheme involves periodically taking samples of the product from [the point
off production ‘and subjecting them to determination activities to check that items produced subsequent
tgthe initiahattestation fulfil the specified requirements. The surveillance includes periodic asfessment

act the distribution channel plays on cohformity.
Hy-may-existtoresolvethem-beforewdtlespread

market distribution occurs.

5.3.6 Scheme type 4

The surveillance part of this scheme allows for the choice between periodically taking samples of
the product from the point of production, or from the market, or from both, and subjecting them to
determination activities to check that items produced subsequent to the initial attestation fulfil the
specified requirements. The surveillance includes periodic assessment of the production process.

This scheme can both indicate the impact of the distribution channel on conformity and provide a pre-
market mechanism to identify and resolve serious nonconformities. Significant duplication of effort may
take place for those products whose conformity is not affected during the distribution process.

© IS0 2013 - All rights reserved 5
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5.3.7 Scheme type 5

The surveillance part of this scheme allows for the choice between periodically taking samples of the
product either from the point of production, or from the market, or from both, and subjecting them
to determination activities to check that items produced subsequent to the initial attestation fulfil
the specified requirements. The surveillance includes periodic assessment of the production process,
or audit of the management system, or both. The extent to which the four surveillance activities are
conducted may be varied for a given situation, as defined in the scheme. If the surveillance includes audit
of the management system, an initial audit of the management system will be needed.

5.3.8 Scheme type 6
This schgme is mainly applicable to certification of services and processes.

Although services are considered as being generally intangible, the determination actigities are npt
limited tp the evaluation of intangible elements (e.g. effectiveness of an organization’s procedures,
delays and responsiveness of the management). In some situations, the tangible elements of a servife
can suppprt the evidence of conformity indicated by the assessment of processes, resources and contrdls
involved]For example, inspection of the cleanliness of vehicles for the quality of public transportation.

As far as processes are concerned, the situation is very similar. For example, the determination activities
for weldihg processes can include testing and inspection of samples of theresultant welds, if applicable.

For both|services and processes, the surveillance part of this scheme'should include periodic audits jof
the mandgement system and periodic assessment of the service ot/process.

6 Development and operation of a product certification scheme

6.1 Geperal

This clayse provides guidelines on how to devélop and operate a product certification scheme. It|is
particularly relevant to those persons and organizations that are considering the establishment of a
scheme dr acting as a stakeholder (e.g. manufacturer, service provider, certification body, customer pr
public aukhority).

6.2 Relationship between product certification scheme and product certification syste

The product certification scheme will use defined rules, procedures and management, which could be
unique t¢ the scheme or could be defined in a product certification system applicable to a number jof
schemes It is always necessary to have a product certification scheme, but only necessary to separately
define a product certifieation system if the same rules, procedures and management are to be used fpr
more thajn one schemge. Figure 1 illustrates the relationship between a product certification scheme and
a product certification system.

6 © IS0 2013 - All rights reserved
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Product certification
I system

Rules, procedures,

Product certification

scheme
Product
Rules, procedures, certification
management related to schemeA
particular set of specified
Application of

requirements

system to particular
set of specified
requirements A

Product
certification
scheme B

Application of
system to particular
set of specified
requirements B

- —— — — —

a) Unique productcertification scheme b) Product certification system relating to

several schemes

F1gure 1 — Relationship between product certification scheme and product certification system

6.3 Scheme owner
6.3.1 The following main types of scheme owners can be identified:
a) certification bodies which develop a product certification scheme for the sole use of their clients;

b) organizations such as a regulatory body or a trade association not being a certification body, which
develop a product certification scheme in which one or more certification bodies participate.

NOTE A group of certification bodies, perhaps in different countries, can together set up a certification

scheme. In that case, it would be necessary for the certification bodies, as joint owners of the scheme, to create a
management structure so that the scheme could be operated effectively by all participating certification bodies.

© IS0 2013 - All rights reserved 7
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6.3.2 If a scheme owner operates several schemes, the scheme owner may combine common
procedures and management into a product certification system. In that case, the scheme owner would
become the system owner and would be responsible for the management of the system and the schemes
operating within it.

6.3.3 The scheme owner should be a legal entity.
NOTE A governmental scheme owner is deemed to be a legal entity on the basis of its governmental status.

6.3.4 The scheme owner should be able to take on full responsibility for the objectives, the content and
the integrity-efthescheme:

6.3.5 The scheme owner should maintain the scheme and provide guidance when required.
6.3.6 The scheme owner should set up a structure for the operation and management of the schemg.
6.3.7 The scheme owner should document the content of the scheme.

6.3.8 The scheme owner should ensure that the scheme is developed by persons competent in both
technicalland conformity assessment aspects.

6.3.9 The scheme owner should make arrangements to protect the coufidentiality of informatign
provided|by the parties involved in the scheme.

6.3.10 The scheme owner should evaluate and manage the risks/liabilities arising from its activities

NOTE Evaluating risks does not imply risk assessments in accordanee with ISO 31000.

6.3.11 The scheme owner should have adequate arrangements (e.g. insurance or reserves) to cover
liabilitieq arising from its activities. Arrangements should(be appropriate e.g. for the range of activitips
and schemes undertaken and in the geographic regions.in which the scheme operates.

6.4 Development of product certification schemes

6.4.1 Product certification schemes can be developed for different purposes. Such purposes may
include sfhemes established by regulators to achieve health, safety or environmental outcomes. Othpr
schemes may have the purpose ofassisting clients and consumers to differentiate products in the markiet
place and make informed purchasing decisions.

6.4.2 Ifrespective of thepurpose, scheme owners should understand the assumptions, influences and
consequgnces involved in’establishing, operating and maintaining a scheme on an ongoing basis.

6.4.3 In developing a scheme, the scheme owner should have a clear understanding of the objectives
of the scheme_anid the assumptions that underlie the need for, and the acceptance of, the scheme. To
assist in thisf.the scheme owner should identify stakeholders and seek their opinions and participati¢on
in schemp deévelopment. T

6.4.4 Before developing the specific content of the scheme (see 6.5), fundamental scheme principles
should be agreed among the stakeholders. Such principles may include:

— confirmation of the ownership,

— confirmation of the governance and decision making mechanisms that may or may not provide for
direct involvement of stakeholders,

— confirmation of the underlying business and funding model, and

— providing an outline for monitoring and periodic review of the scheme.

8 © IS0 2013 - All rights reserved
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6.4.5 Once developed, the scheme owner should ensure that information about the scheme is made
publicly available to ensure transparency, understanding and acceptance. The scheme owner should
ensure that the scheme is regularly reviewed, including confirmation that it is fulfilling its objectives, in
accordance with a process that includes stakeholders.

6.5 Content of a scheme

6.5.1 General

a)
b)

f)

g)

h)

j)

1 + e — 1 1 11 LN | £11 - 1 :
A PIOUULL CCTLITICALIUIT SCIICIIIC STTOUIU SPCLITy LIIC TOHTUWIITE CICIIICIILS.

the scope of the scheme, including the type of products covered;

the requirements against which the products are evaluated, by reference to standards
normative documents; whereitisnecessaryto elaborate upontherequirementstoremove a

or other
mbiguity,

the explanations should be formulated by competent people and should,be made available to all

interested parties;

NOTE Further guidance on how to formulate specified requirements is\pfovided in ISO/IEC 1

y007.

the selection of the activities (see Table 1) appropriate to the purpose and the scope of th¢ scheme;
as a minimum, a certification scheme should include the functions and activities I, II, III, IVjand V a);

other requirements to be met by the client, e.g. the operation of a management system o

I process

control activities to assure the demonstration of fulfilment of specified requirements is valid for the

ongoing production of certified products;

the requirements for certification bodies and pgher conformity assessment bodies involyed in the

certification process; these requirements should not be in contradiction to the requireme
applicable standards for conformity assessment bodies;

nts of the

whether conformity assessment bodies involved in the scheme (e.g. testing laboratories, inspection
bodies, product certification bodies, bodies auditing manufacturers’ management systems) are to

be accredited, participate in peetsassessment or qualified in another manner; if the sch

eme is to

require that conformity assessment bodies are accredited, the appropriate references ghould be
specified, e.g. that the accreditation body is a member of a mutual recognition arrangementbetween

accreditation bodies;

the methods and precedures to be used by the conformity assessmentbodies and other orga

hizations

involved in the certification process, so as to assure the integrity and consistency of the oyitcome of

the conformity.asSessment process;
the information to be supplied to the certification body by an applicant for certification;

the confent of the statement of conformity (e.g. certificate) which unambiguously iden|
preduct to which it applies;

kifies the

the conditions under which the client may use the statement of conformity or marks of copformity;

k)

D

where marks of conformity may be used, the ownership, use and control of the marks; the

requirements of ISO/IEC 17030 should be applied;

the resources required for the operation of the scheme, including impartiality and competence of
the personnel (internal and external), the evaluation resources, and the use of subcontractors;

how the results of the determination (evaluation) and surveillance stages are to be reported and

used by the certification body and the scheme owner;

the question of how non-conformities with the certification requirements, which include product

requirements, are to be dealt with and resolved;
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o) surveillance procedures, where surveillance is part of the scheme;

p) the criteria for access of conformity assessment bodies to the scheme and for the access of clients
to the scheme;

q) content, conditions and responsibility for publication of the directory of certified products by the
certification body or the scheme owner;

r) the need for, and content of, contracts, e.g. between scheme owner and certification body, scheme
owner and clients, certification body and clients: the rights, responsibilities and liabilities of the

Vari(nn Bpartiacchanld bo dafinnd 100 ~o o oo
B SPatrere s SOttt o e Gt e tontratts;

NOTH An example contract between a certification body and its clients can be found [in
ISO/IEC Guide 28:2004, Annex B.

s) genefal conditions for granting, maintaining, continuing, extending the scope of, (reducing the
scope of, suspending and withdrawing certification: this includes requirements for'discontinuatigpn
of advertising and return of certification documents and any other action if the certification |is
suspended, withdrawn or terminated;

t) the way in which the clients’ complaints records are to be verified if such verification is part of the
scheme;

u) the way in which the clients make reference to the scheme in thejr publicity material;

v) retenption of records by scheme owner and certification bodie$?

6.5.2 Spmpling

Where applicable, the scheme should define the extent tq which sampling of the product to be certified|is
required] and on what basis such sampling should beaindertaken both at the selection and surveillante
stages. The scheme should define when sampling isxequired and who is permitted to undertake it.

NOTE Useful information on this topic is given in'ISO 10576-1, ISO 2859-10, ISO 3951-1 and ISO 22514-1.

6.5.3 Acceptance of conformity assessment results

In some [cases, clients might have-obtained the results of determination activities, such as testirg,
inspectidn or auditing, prior to making an application for certification. In such a situation, the conformify
assessmgnt result may be fronta source not within the contractual control of the certification body. The
scheme should define whether and under what conditions such conformity assessment results can be
consider¢d in the certification process.

6.5.4 Qutsourcingef the conformity assessment activities

inspectign orauditing, then the scheme should require these bodies to meet the applicable requiremenits
of the relevant International Standards. For testing, it should meet the applicable requirements Jof
ISO/IEC 17025; for inspection, it should meet the applicable requirements of ISO/IEC 17020; and for
management system auditing, it should meet the applicable requirements of ISO/IEC 17021. The scheme
should state the degree to which prior agreement to outsourcing needs to be obtained from the scheme
owner or the client whose products are being certified under the scheme.

If the scgme permits outsourcing (subcontracting) of conformity assessment activities such as testirg,

6.5.5 Complaints and appeals to the scheme owner

The scheme owner should define the complaints and appeals process and who is responsible for
undertaking this process.

Appeals against the decision of the certification body and complaints about the certification body should
be addressed to the certification body in the first instance.

10 © IS0 2013 - All rights reserved
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