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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 non-governmental, in liaison with ISO, also take part in
the work. In the field of conformity assessment, ISO and the International Electrotechnical Commission
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hssessment (1ISO/CASCO).

The procedures used to develop this document and those intended for its further maintena

editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

pn the ISO list of patent declarations received (see www.iso.org/paténts).

constitute an endorsement.

For an explanation on the voluntary nature of standards, the meaning of ISO specific ter

URL: www.iso.org/iso/foreword.html.

for voting to the national bodies of both ISO-and IEC, and was approved by both organizations.

ormity

nce are

described in the ISO/IEC Directives, Part 1. In particular the different approval criteria’needed| for the
different types of ISO documents should be noted. This document was drafted in-ac¢ordance with the

Attention is drawn to the possibility that some of the elements of this document may be the supject of
patent rights. ISO shall not be held responsible for identifying any or all'such patent rights. Dgtails of
any patent rights identified during the development of the document willbe in the Introduction|and/or

Any trade name used in this document is information given for*the convenience of users and does not

ms and

expressions related to conformity assessment, as well as information about ISO’s adherencq to the
World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT) see the following

This document was prepared by the ISO Commiittee on Conformity Assessment (CASCO) and circulated
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Introduction

The term “product certification” has been used traditionally to cover not only tangible products but also
services and processes. With the growing importance of services within the overall economic activity,
current thinking is that a service is sufficiently different from a tangible product to require a different
approach when it comes to specifying requirements (e.g. in international standards) and to assessing
conformity of services with those requirements.

The principal differences between a service and a product are the following:

— aservice is generally intangible;

— aservice requires an interface between the provider and the customer;

— eagh instance of a service is transient even though it can be repeated many times;
— aservice is often provided and used at the same time;

— thd success of a service is related to the interaction with customers.

While dervices are recognized in the scheme type 6 in ISO/IEC 17067, ISO/{EC 17067 does not providg
sufficignt information on the process for the certification of services. This-document is intended to help
those ipvolved in the development and operation of service certificationschemes.

The range of conformity assessment activities used, and the intehsity with which they are applied
needs to be proportionate to the likelihood of a service failing to’fulfil a specified requirement and thg
conseqiences of such a failure. Factors such as the particulat characteristics of the marketplace, the
nature jof the service and the service delivery methods alsoneed to be taken into account.

The principal stakeholders, who are most affected by‘the rules, procedures and management of the
schemg, are the following:

— thd scheme owner;

— thd certification body/bodies;

— thd providers of certified services;

— thq customers for the certifiedyservices and entities that rely on certification.

NOTE Where a certification .body develops and operates its own scheme, the certification body is the
schemelowner.

Other stakeholders include, but are not limited to:
— regdulatory authorities;
— specifiers;and purchasers of certified services;

— confermity assessment bodies (e.g. inspection bodies and management system auditing bodies)
involved 1n the service certification process;

— accreditation bodies and peer assessment groups;

— organizations that facilitate the recognition of certification status from one scheme owner to
another.

This document is informative in nature and provides guidelines accompanied by examples which are
used to illustrate ways in which the guidelines could be used, without precluding other approaches as
decided by the scheme owner in consultation with the other stakeholders.

Annex A contains examples of existing certification schemes for services.
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Conformity assessment — Guidelines and examples of a

certification scheme for services

1 Scope

This document provides guidelines and principles of service certification schemes.

NOTE 1  Inthe contextof this document, the assessment of a management system as part of service cert
does not constitute the certification of the management system.

NOTE 2 This document is not intended to limit in any way the decisions of scheme owhners when dej
hnd operating their own schemes.

2 Normative references

The following documents are referred to in the text in such a way-that some or all of their
constitutes requirements of this document. For dated references,“only the edition cited appl
undated references, the latest edition of the referenced document (including any amendments) 3

[SO/IEC 17000:2004, Conformity assessment — Vocabulary;and general principles

[SO/IEC 17065:2012, Conformity assessment — Requixements for bodies certifying products, pf
nnd services

[SO/IEC 17067:2013, Conformity assessment — Fundamentals of product certification and guidel
product certification schemes

3 Terms and definitions

For the purposes of this document, the terms and definitions given in ISO/IEC 17000, ISO/IEQ
[SO/IEC 17065 and the following apply.

[SO and [EC maintain terminological databases for use in standardization at the following addr¢

— ISO Online browsing platform: available at http://www.iso.org/obp

— IEC Electrop€édia: available at http://www.electropedia.org/

3.1

service

putputtof a service provider with at least one activity necessarily performed between the
provider and the customer

fication

reloping

content
jes. For
ipplies.

ocesses

ines for

17067,

sses:

service

Note 1 1o entry: I ne dominant elements or a service are generally intangible.

Note 2 to entry: Service often involves activities at the interface with the customer to establish customer
requirements as well as upon delivery of the service and can involve a continuing relationship, such as services

provided by banks, accountancies or public organizations, e.g. schools or hospitals.
Note 3 to entry: Provision of a service can involve, for example, the following:

— an activity performed on a customer-supplied tangible product (e.g. a car to be repaired);

— an activity performed on a customer-supplied intangible product (e.g. the income statement needed to

prepare a tax return);

© ISO/IEC 2017 - All rights reserved
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—  the delivery of an intangible product (e.g. the delivery of information in the context of knowledge
transmission);

— the creation of ambience for the customer (e.g. in hotels and restaurants).
Note 4 to entry: A service is generally experienced by the customer.

[SOURCE: ISO 9000:2015, 3.7.7, modified — The word “organization” has been replaced by “service
provider” in two places in the definition, and the words “services provided by” have been added before
“banks” in Note 2 to entry.]

3.2
custonper

person|or organization that could or does receive a service that is intended for or required:by this
person|or organization

EXAMPLE Consumer, client, end-user, retailer, receiver of service from an internal process;beneficiary and
purchader.

Note 1 tp entry: A customer can be internal or external to the organization.

[SOUR(CE: IS0 9000:2015, 3.2.4, modified — The words “product or” have been,deleted before “a service’
in the definition, and the words “product or” have been deleted before “setwice” in the Example.]

4 Fundamentals of certification of services

4.1 General

4.1.1 |[Certification of services is third-party attestation that fulfilment of specified requirementg
for a sdqrvice and the provision of that service has been demonstrated. This is the result of the process
described in 4.2. Certification of services is carried“out by certification bodies that should conform to
ISO/IEC 17065.

4.1.2 (Certification of services is intended to provide confidence to customers, regulators, industry
and otler interested parties that the organization providing the service has fulfilled specified service
requiregments. Specified requirements' for services are generally contained in standards or other]
normatfive documents.

4.1.3 |Certification schemes cover a variety of services, which can include tangible elements, procesg
elemenits, competence eléments and intellectual elements.

4.1.4 |Although services are considered as being generally intangible, the certification of those services
is not limited te“the evaluation of intangible elements. In some situations, the tangible elements of g
service| can support the evidence of conformity indicated by the assessment of processes, outputs
resourdes and controls involved.

4.1.5 Certification of services can facilitate trade, market access, fair competition and customer
acceptance of services at national, regional and international levels.

4.2 Functional approach

4.2.1 Certification schemes for services should implement the functional approach as described in
ISO/IEC 17000:2004, Annex A. In ISO/IEC 17065, the term “evaluation” is a combination of “selection
and determination”. The functions are as follows:

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

2 © ISO/IEC 2017 - All rights reserved
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— determination, which may include conformity assessment activities such as testing, measuring,
inspection, assessment of services and processes and auditing to provide information regarding the

requirements for the service as input to the review and attestation functions;

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

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

— decision on certification;

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

— surveillance (where specified by the scheme), which means systematic iteration, of con
assessment activities as a basis for maintaining the validity of the statement-ef.conform
ISO/IEC 17000:2004, 6.1).

NOTE 1  Further information about the functions is given in ISO/IEC 17000.

NOTE2 In ISO/IEC 17065, the function of “attestation” is related to/the subclause on “cert
documentation” (see ISO/IEC 17065:2012, 7.7).

4.2.2  Whenever certification of services is performed, a certifieation scheme is in place.

NOTE See ISO/IEC 17065:2012, 7.1.1.

5 Development and management of certification schemes for services

5.1 General

Service certification schemes can be developed for different purposes. Schemes may have the g

decisions. Other purposes may include‘schemes established by regulators to achieve health, s3
environmental outcomes.

5.2 Scheme owner

5.2.1 The following main types of scheme owners can be identified:
) certification bodies which develop a service certification scheme;

b) organizations that are not certification bodies, such as regulatory bodies, trade associat
other arganizations which develop a service certification scheme in which one or more certi
bodies participate.

A group of certification bodies or organizations, perhaps in different countries, can together 5

review,
5.2);

formity
ty (see

fication

urpose

pf assisting service customers to differentiate between service providers and make infformed

ifety or

ions or
fication

etup a

certification scheme. In that case, a management structure should be established so that the

scheme

can be operated effectively.

NOTE The publication of a service standard or a standard relating to a conformity assessment scheme for
a service by a national, regional or international standards body or standards development organization (SDO)

does not make it a scheme owner. This does not preclude the standards body or SDO from being a schem
in addition to being a standards body or SDO.

5.2.2 The scheme owner should:

— be alegal entity or part of a legal entity;

e owner

NOTE1 A governmental scheme owner is deemed to be alegal entity on the basis of its governmental status.
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— be able to take on full responsibility for the objectives, the content and the integrity of the scheme;

— ma

ke arrangements to protect the confidentiality of information provided by the parties involved

in the scheme;

— evaluate and manage the risks/liabilities arising from its activities;

NOTE 2  Evaluating risks does not imply risk assessments as outlined in ISO 31000.

— understand the assumptions, influences and consequences involved in establishing, operating and

mafintaining a scheme on an ongoing basis;

— €eng
assy

— do
— hay
i.e.
in {
— hay

— sef]

— malintain the scheme and provide guidance when required.

5.3 Stakeholder engagement

5.3.1

of the s
assist i
in sche

5.3.2
agreed

— COJ

—  cof
din

— COJ

—  prq

5.3.3
publicly

ure that the scheme is developed by persons competent in both technical and confermity
essment aspects;

fument the content of the scheme;

re adequate arrangements (e.g.insurance or reserves) to cover liabilities arisingfrom its activities
arrangements should be appropriate (e.g. for the range of activities and schemes undertaken and
he geographic regions in which the scheme operates);

re the financial stability and resources required for it to fulfil its role inthe operation of the scheme

up a structure for the management of the scheme;

In developing a scheme, the scheme owner shotilld have a clear understanding of the objectiveg
cheme and the assumptions that underlie the\need for, and the acceptance of, the scheme. Tqg
1 this, the scheme owner should identify stakeholders and seek their opinions and participation
me development.

Before developing the specific content of the scheme, fundamental scheme principles should bd
among the stakeholders. Such ptinciples may include the following:

i firmation of the ownership;

(firmation of the governance and decision making mechanisms that may or may not provide for
ect involvement of stakeholders;

i firmation of the underlying business and funding model;

viding an @utline for monitoring and periodic review of the scheme.

Once developed, the scheme owner should ensure that information about the scheme is made
I available upon request to ensure transparency, understanding and acceptance. The schems

owner

thould ensure that the scheme is rpgn]:n‘]y reviewed, in{‘]nding confirmation that it is ﬁl]fi"ing it

objectives, in accordance with a process that includes stakeholders.

54 S

5.4.1

cheme management

Scheme documentation

The scheme owner should create, control and maintain adequate documentation for the operation,
maintenance and improvement of the scheme. The documentation should specify the rules and the

operati

ng procedures of the scheme, and in particular the responsibilities for governance of the scheme.

© ISO/IEC 2017 - All rights reserved
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5.4.2 Reporting to the scheme owner

When reporting to the scheme owner is required, the content and frequency of reporting should be
defined. Such reporting may be for the purpose of scheme improvement, for control purposes and for
monitoring the extent of conformity by service providers.

5.4.3 Subcontracting of the administration of the scheme

If the scheme owner subcontracts all or part of the administration of the scheme to another party,
[T should have a legally binding contract defining the duties and responsibilities of both pafties. A
covernmental scheme owner can subcontract administration of the scheme by regulatory provipions.

5.4.4 Marketing

The scheme should define the policies and procedures related to marketing, intluding the ejtent to
which certification bodies and service providers can make reference to the scheme.

5.4.5 Fraudulent claim of certification

Actions and responsibilities for situations where certification under the scheme is being ¢laimed
fraudulently should be described.

5.4.6 Complaints and appeals

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

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

5.4.6.3 Appeals and complaints that have not been, or cannot be, resolved by the certification bpdy can
be addressed to the scheme owner,

6 Content of a certification scheme for services

6.1 General

This clause provides guidelines on elements to be considered when developing and operpting a
certification scheme for services. It is particularly relevant to those persons and organizations that are
considering the'establishment of a scheme or acting as a stakeholder (e.g. service provider, certification
body, customer or public authority).

6.2<_‘Scope of the scheme

The scope of the scheme 15 defined in terms of The Types of Service, the service requirements and other
requirements specified by the certification scheme and the conditions under which it is intended to be
applicable (e.g. technical or geographical areas).

6.3 Elements of a certification scheme

A certification scheme for services should specify the following elements:

a) the scope of the scheme;

b) the requirements against which the service and service provision are certified, by reference to

standards or other normative documents; where it is necessary to elaborate upon the requirements

© ISO/IEC 2017 - All rights reserved 5
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f)

g)
h)

j)

k)

)

p)

q)

to remove ambiguity, the explanations should be formulated by competent people and should be
made available to all interested parties;

NOTE1  Further guidance on how to formulate specified requirements is provided in ISO/IEC 17007.

NOTE 2 Consideration needs to be given before use and reference of any proprietary material, research
publication or similar other information prevalent in the sector.

any other requirements to be met by the service provider, e.g. the operation of a management
system or process activities to ensure the demonstration of fulfilment of specified requirements is
vallid for the ongoing provision of certified services;

thg requirements for certification bodies and other conformity assessment bodies involveghin the
cerftification process; these requirements should not be in contradiction to the requirements'‘of the
ap}]jicable standards for conformity assessment bodies;

wheether conformity assessment bodies involved in the scheme are to be accredited, are to
pafrticipate in peer assessment or are to be recognized in another manner, if\the scheme is to
require that conformity assessment bodies are accredited, the appropriate references should
be |specified, e.g. that the accreditation body is a member of a mutual récognition arrangement
befween accreditation bodies;

thd methods and procedures to be used by the conformity assessment bodies and other bodieg
involved in the certification process, so as to ensure the integrity and consistency of the outcome of
thq certification process;

thg information to be supplied to the certification body by af applicant for certification;

thg content of the statement of conformity (e.g. certificate, online database) which unambiguously
identifies the service to which it applies and a period-of validity;

thg conditions under which the service providet-may use the statement of conformity or marks of
conpfformity;

whlere marks of conformity may be wsed, the ownership, use and control of the marks, the
requirements of ISO/IEC 17030 should'be applied;

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

hoy the results of the selection and evaluation are to be reported and used by the certification
bogly and the scheme pwneér;

hoy nonconformjties'with the certification requirements, which include service requirements, are
to be dealt with"and resolved;

suveillancé procedures, where surveillance is part of the scheme;

thq criteria for participation of certification and other bodies in the scheme and for the access of
senjviece providers to certification in accordance with the scheme;

content, conditions and responsibility for publication of a directory of certified services by the
certification body or the scheme owner;

the need for, and content of, legally enforceable arrangements, e.g. between scheme owner and
certification body, scheme owner and service providers, certification body and service providers:
the rights, responsibilities and liabilities of the various parties should be defined in such
arrangements;

general conditions for granting, maintaining, continuing, extending the scope of, reducing the
scope of, suspending and withdrawing certification (including requirements for discontinuation

© ISO/IEC 2017 - All rights reserved


https://standardsiso.com/api/?name=7a122d0c68d2c5365d9c27881c1f40dd

ISO/IEC TR 17028:2017(E)

of advertising and return of certification documents and any other action if the certification is

suspended, withdrawn or terminated);

s) the wayin which records of complaints to the service providers are to be verified if such verification

is part of the scheme;

t) the way in which the service providers make reference to the scheme in their publicity material;

u) retention of records by scheme owner and certification bodies.

6.4 Selection elements in the scheme

6.4.1 Certification requirements

Within the declared scope (see 6.2), the scheme specifies the requirements that' the servi
intended to fulfil. These requirements are specified by reference to standards or other not
documents that have been developed in accordance with the guidance in ISQ/IEC 17007.

Certification requirements are comprised of:

— service requirements;

— other requirements for the service provider to fulfil, including the following:
— signing a certification agreement;

— agreeing to the arrangements for the evaluation (including sampling);
— payment of necessary fees;

— signing a licensing agreement for the use of the certification mark;

— providing service information.

NOTE 1  Service requirements can irnclude obligations contained in regulations, contractual agrd
Kervice level agreements, etc.

NOTE 2 Specified requirements for services can be based on features such as:
h) physical (e.g. mechanical, electrical, chemical or biological characteristics);
b) sensory (e.g. relatéd to smell, touch, taste, sight, hearing);

c) behavioural (€.g; courtesy, honesty, veracity);

d) temporal\(e:g. punctuality, reliability, availability, continuity);

) ergonomic (e.g. physiological characteristic, or related to human safety);

f),/functional (e.g. maximum speed of an aircraft).

ces are
mative

ements,

experience and customer satisfaction.

6.4.2 Sampling

Specified requirements can be qualitative or quantitative and may include criteria related to customer

6.4.2.1 Where applicable, the scheme should define the extent to which sampling of the service to be
certified is required, and on what basis such sampling should be undertaken. The scheme should define

when sampling is required 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 2251

© ISO/IEC 2017 - All rights reserved
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6.4.2.2 The scheme should specify the sampling methods to be used for evaluation. Sampling should:

a)
b)

c)

d)

6.4.3 | Acceptance of conformity assessment results

In somg¢ cases, service providers might have obtained the results of evaluation activities priorf¢making
an application for certification. In such a situation, the conformity assessment result may, be from 3
source not within the contractual control of the certification body. The scheme should define whether
and unfler what conditions such conformity assessment results can be considered imthe certification
process.

6.4.4 |Selection of evaluation activities

6.4.4.1 The scheme should specify one or more evaluation activitiescthat the certification body is tg
use whlen determining whether the service provider has demonstrated fulfilment of the certification
requiregments, including the service requirements.

6.4.4.2| Evaluation activities that can be selected for the evaluation of service and service provider can
include;

be representative of the requirements that are to be fulfilled;
use the intended service delivery process;

consider all relevant functions, processes and sites (physical or virtual) of the service provider that
impact on fulfilment of requirements;

consider all outsourced activities that have an impact on the service delivery.

validation of design of the service delivery processes (including any required risk assessment
prgventive planning and contingency arrangements);

audlit, inspection and testing of service delivery processes and service outputs;

intprview and communication with service personnel, which may include the assessment of their
cothpetence;

angnymous observation or withessing of the service being delivered (e.g. “mystery shoppers”);

obtaining and assessing feedback on the service being delivered and customer experience (e.g
cugjtomer satisfaction stirveys);

asgessing resources-used in the delivery of services (e.g. access to adequate numbers of competent
personnel, facilities, equipment and technology);

asgessing cantractors, subcontractors, franchisees, etc. where the service delivery is contracted or
oufsourced;

audlitef'any management system that enables the service provider to manage its provision of its
setlvice: . . o : . :
and corrective actions;

assessing the management and control of documentation, including any necessary aspects to
address confidentiality and privacy requirements;

on-site or remote visits, either at the physical location at which the service is being provided, or at
any virtual locations where the services are provided (e.g. a specific internet site).

6.4.4.3 The scheme should specify the rules to be applied when the service provider outsources all
or part of the service delivery. Before signing a certification agreement, the scheme should require the
certification body to ensure the certification body has access to all relevant information.

8
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6.4.5 Outsourcing of the conformity assessment activities

If the scheme permits outsourcing of evaluation activities (see 6.4.4) the scheme should require
these bodies to meet the applicable requirements of the certification scheme and of the relevant
international standards. The scheme should state the degree to which prior agreement to outsourcing
needs to be obtained from the scheme owner or the service provider whose services are being
certified under the scheme.

6.5 Certification process

6.5.1 Certification phases

The scheme should specify the steps and activities that are expected to be undertaken durjing the
certification process. These steps should correspond to those set out in ISO/IEC 17065:2012, Clause 7,
ns follows:

— application (6.5.2) and application review;

— evaluation (6.5.3);

— review;

— certification decision;

— attestation (6.6) including certification documentation;
— surveillance.

Further information on some of these steps is provided the following subclauses.
6.5.2 Application for certification and.the'certification agreement

6.5.2.1 The scheme should prescribe-what type of requirements that are to be submitted to the
certification body by the service provider at the time of application. Annex B provides a list of suggested
information.

6.5.2.2 The scheme shpuld also prescribe additional information from what is already idgntified
in ISO/IEC 17065:2012; 471.2, in relation to a certification agreement. A certification agreement is
established between-the certification body and the applicant for certification. Annex C provjdes an
putline of a certification agreement.

6.5.3 Evaluation

6.5.3.1 . The scheme should require the certification body to carry out the selected evaluation agtivities
(see 64:4).

.5.3.2" The scheme should specily what documentation is needed for evaluation of the service and
service provider (e.g. description of the service, processes for implementation of the service and records
to demonstrate implementation) and whether the scheme requires a “document review” as a separate
evaluation step.

6.5.3.3 The scheme should specify how nonconformities are to be identified and dealt with under
the scheme. This can include prescribing categories of nonconformities, the timeframes within which
nonconformities are expected to be resolved, and actions that are to take place when nonconformities
are not resolved within prescribed timeframes.
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6.6 Attestation
The scheme should specify the content of the certification documentation.

Annex D gives an example of information to be included in certification documentation
6.7 Licensing the use of certificates and marks of conformity

6.7.1 Licensing and control of the mark

6.7.1.1| Where the scheme provides for the use of certificates, marks or other statements of conformity,
there should be a license or other form of enforceable agreement to control such use. Licenses can-includg
provisipns related to use of the certificate, mark or other statement of conformity in commuhications
about the certified service, and requirements to be fulfilled when certification is noAlenger valid
Depending on who owns and who controls the certificate, mark or other statement of conformity, such
license$ may be between two or more of the following:

— scHeme owner;
— cerftification body;

— service provider.

6.7.1.2| An example of the information to be included in an agreément and a licence are included in
Annexds E and E

NOTE If the provisions addressed by the licensing agreementare incorporated in the application form (if the

scheme requires an application form) or the certification agreefient, a separate “licensing agreement” might not
be necegsary.

6.7.2 | Mark of conformity

6.7.2.1| The scheme can determine if a specific mark of conformity will be granted. If this is the case
the schpme should specify requirements for its use, ensuring that it is used only in conjunction with thd
certifiefl service, e.g. on sales literature or promotional material.

6.7.2.2| The owner of a mark 0f conformity is responsible for protecting the mark legally against
unauthprized use.

6.7.2.3| Marks of conformity and their use should be in accordance with ISO/IEC Guide 23 and
ISO/IEC 17030 andthe<ertification documentation and mark of conformity should be distinctive and be

a) prgprietarynin nature, with legal protection as regards composition and control of use;

b) so fodédior otherwise designed as to aid in the detection of counterfeiting or other forms of misuse

6.7.2.4 If a mark of conformity is used in an ongoing basis, surveillance is necessary.
6.7.3 Misuse of the mark

6.7.3.1 The scheme should specify what action should take place when unauthorized, incorrect, or
misleading use of the certificates or marks of conformity is experienced.

6.7.3.2 These actions could include undertaking investigations, warning notifications, corrective
actions, undertaken in accordance with ISO Guide 27, withdrawal of certification, and legal actions.
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6.7.3.3 The scheme should clearly allocate responsibility to the person or body, who should undertake

the specified actions e.g. the scheme owner or the certification body.
6.8 Surveillance

6.8.1 The scheme should specify whether or not surveillance is required, especially when the c
service is provided on an ongoing basis. If surveillance is included, the scheme should define

ertified
the set

of activities that make up surveillance. When deciding upon the appropriate surveillance activities,

1) 1 1 1d A | +1] 4. £ 4] £l 1 Lalis A |
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nonconforming services and the frequency of the activities.

6.8.2 The frequency with which the activities are carried out can be adjusted in the light'of the
pf previous evaluations and surveillance cycles. For example, if nonconformities in services or the
delivery process have been found, surveillance may be carried out more frequently, intil the ne|
level of confidence is restored.

6.8.3 The specification of surveillance activities should consider the gperation of the service
point of delivery of the service.

6.8.4 It may not be necessary to repeat all of the elements of the nitial service evaluation, hows
selected elements need to be capable of confirming on-going conformity with the scheme requirs

6.9 Changes affecting certification

6.9.1 Changes in specified requirements

The scheme owner should monitor the development of the standards and other normative doc
which define the specified requirements uséd in the scheme. Where changes in these document
the scheme owner should have a process*for making the necessary changes in the scheme,
managing the implementation of the changes (e.g. transition period) by the certification bodies,
providers and, where necessary, othérstakeholders.

6.9.2 Other changes to the scheme

The scheme owner should define a process for managing the implementation of other change
rules, procedures and. management of the scheme.

6.9.3 Reviewof scheme operation

The scheme‘owner should define a process for reviewing the operation of the scheme on a f
basis in order to confirm it is meeting its objectives and to identify aspects requiring improy
taking«nto account feedback from stakeholders. The review should include provisions for ensur
the schieme requirements are being applied in a consistent manner.

nces of

results
service
cessary
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ver, the
ments.
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The review should at least consider the Fn”nun'ng-

— any requests for clarification related to scheme requirements;
— feedback from stakeholders and other interested parties;
— responsiveness of scheme owners to requests of information;

— the need for integrity programmes (e.g. validation audit or other checks).
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Annex A
(informative)

Examples of certification schemes for services

A.1 (eneral

This anjnex contains four examples of existing certification schemes for services!). They each represent
a differfent type of certification scheme. The intention is to illustrate how a certification scheme for 4
service| can be established and the variation there can be in types of services and in the’structures of
the schpmes.

Where fa clause number is indicated in the clause heading of the example, it links,to the relevant clausg
of this glocument,

A.2 IECEx Scheme for repair of Ex equipment

A.2.1 |General

[EC opgrates four global Conformity Assessment (CA) Systems. They are the IECEE and its CB Scheme
the IECRE for the Renewable Energy sector and currently actiye in the wind energy, marine energy and
solar vo¢ltaic energy sectors; the IECQ which operates supply chain certification services in the avionics
sector, [electronics components sector and LED lighting sector; and the IECEx which is active in thg
explosive atmospheres sector, e.g. oil refineries, gas plants, mines, gas/petrol stations, grain silos and
airports.

All these schemes, and systems of schemes,-were requested by and developed with the market
stakehglders concerned, in order to provide solutions to real practical issues and they apply on a global

rather than replace old equipment. The asset owners ensure that the repaired equipment is still safe for
the “Ex]environment” and still compliant with local and national regulations after maintenance actions
had be¢n completed by using the IECEx Certified Service Facilities Scheme.

A.2.2 Scope (see 6.2)

The scheme provides certification of facilities for the repair, overhaul and reclamation of Ex equipment

1) These examples are given for references purposes only. This information is given for the convenience of users
of this document and does not constitute an endorsement by ISO or IEC of the schemes.

2) The information given in Clause A.2 constitutes a summary of the scheme documents. Full information is
available from www.iecex.com. In the event of any discrepancies between the information given in Clause A.2 and
that given on the IECEx website, the latter takes precedence.
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A.2.3 Purpose (see 5.3.1)

The purpose of the IECEx Repair Scheme is to provide users of explosion protected (Ex) equipment
with internationally-recognized assurance of the capability of organizations that undertake the repair,
overhaul and reclamation of Ex equipment. When manufactured, Ex equipment incorporates measures
to prevent, or mitigate the effects of, ignition of the explosive atmospheres in which they are used.
When in service, the equipment can be subjected to conditions which might impair its functioning or
adversely affect the explosion protection measures. It is the equipment users’ responsibility to ensure
that any repair work preserves or restores the explosion protection measures so that the equipment

)

b)

)

V1l cContinue to operate salely when put Dack INto Service. USe of IECEX certified repair 1acilitie
users to fulfil their responsibilities for maintaining the safety of their operations.

A.2.4 Documentation (see 5.4.1)

Service requirements [see 6.3 b) and 6.4.1]:
— [EC 60079-19, Explosive atmospheres — Part 19: Equipment repair, overhaul and reclamat
Scheme requirements to be met by service providers (“Service Facilities”) [see 6.3 c) and 6.4
— ECEx 03A, Guidance for Applications from Service Facilities seéeking IECEx Certification, IH

— 0D 314-5, IECEx Certified Service Facilities Scheme — Part'5: Repair, overhaul and reclam
Ex equipment: Quality Management System requirements for IECEx Service Facilities inv
the repair, overhaul and reclamation of Ex equipment

— 0D 315-5, IECEX Certified Service Facilities Scheme — Part 5: Repair, overhaul and reclam
Ex equipment: Additional requirements for IECEx Service Facilities involved in the repair, d
and reclamation of Ex equipment

— OD 504, IECEx Scheme for Certification of Personnel Competence for Explosive Atmoj
Specification for Units of Competenceassessment outcomes

Scheme requirements to be met by‘certification bodies (see 6.3):

— OD 313-5, IECEXx Certified-Service Facilities Scheme — Part 5: Repair, overhaul and reclam
Ex equipment: Assessment and Certification of Service Facilities involved in the repair, overh
reclamation of Ex equipment — Procedures

Scheme requirements to be met by IECEx Scheme management (see Clause 5):

— [ECEx 01, IE¢-System for Certification to Standards relating to Equipment for use in E]
Atmospheres{ECEx System) — Basic Rules

— IECEX03-5, IECEx Certified Service Facilities Scheme — Part 5: Repair, overhaul and reclam
Ex equipment — Rules of Procedure

“>-0D 316-5, IECEx Certified Service Facilities Scheme — Part 5: Repair, overhaul and reclam
Ex equipment: Assessment procedures for IECEx acceptance of Candidate Certification Bodies

s helps
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reclamation of Ex equipment

A.2.5 Selection (see 6.4)

a)

The applicant service facility submits an application to a CB in which it defines the intended

scope of services for which it seeks certification, with reference to the product requir

ements

[2 a)] and scheme requirements [2 b)]. The scope includes the types of product being repaired and
the location(s) where the repair takes place. The application includes the service facility’s self-
assessment of its conformity with the product and scheme requirements using the flow chart

“Guide to [ECEx Service Facility Certification” (Page 9 of IECEx 03A).
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b)

‘)
d)

The CB ascertains that the application comes within the scope of its [IECEx acceptance [as covered
by 2 d)].

The CB conducts a contract review [as described in 2 c)].

If the contract review is successful, the CB appoints one or more assessors qualified [as specified in
2 c)] and agrees an assessment plan with the applicant.

A.2.6 Evaluation (see 6.5.3)

a)

b)

d)

A.2.7 |Surveillance (see 6.8)

a)

b)

14

The CB conducts a review of the service facility’s documentation covering its quality managemént
syqtem, its repair processes, the competence of the manager(s) and personnel engaged in, the
pracesses and the suitability of the equipment and instrumentation used.

Onfe satisfied that the documentation conforms to the service and scheme requirements, the CB
asgessor(s) conduct an on-site assessment at each location to be covered by the serwice certificate
Dufing the on-site assessment, the CB assessor:

— | audits the operation of the quality management system;

— | assesses the competence of the personnel;

— | audits the repair process, including equipment and instrumentation used;
— | witnesses testing of repaired equipment.

The CB assessor drafts a service facility audit report (FAR)."Where non-compliances have been
identified, these are referred to the service facility for resplution.

Onfe non-compliances have been resolved, the FARSs updated and submitted for independent
reyiew within the CB.

On|an annual basis the CB conducts a surveillance audit of the quality management system with
particular reference to:

— | changes in personnel, especially responsible persons;
— | changes in management'and management systems;

— | facilities, equipment, software and documentation management system, their availability
maintenance andwupdate;

— | calibrationof'test and measuring equipment;
— | records.and traceability of completed work.

In @ddition the CB may conduct “check testing” of samples or assessment of the repair, overhaul and
redlamation work carried out on Ex equipment.

Non-compliances are resolved by the Service Facility, with the CB deciding whether a re-visit is
necessary to verify the effectiveness of the corrective action.

On completion of the audit the CB issues a FAR for independent review within the CB.

Every third year the CB conducts a full re-assessment using the evaluation process to the extent
which it deems necessary in the light of the outcome of the annual audits and the extent of any
changes with the Service Facility that could affect conformity with the service requirements.
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A.3 Certification scheme “Translation service provider according to ISO 17100”

A.3.1 General

This example of a certification scheme was published by the certification body of Austrian Sta

ndards.

The purpose is to provide for rules and procedures to certify translation service providers according to

[SO 17100.

The following text has been shortened and does not represent the comprehensive certification

scheme

AS published Dy Austrian Standards. vwhere the text nas been abbreviated, this 1S Indicated.

A.3.2 Scope (see 6.2)

hccording to ISO 17100.

Certification meets the requirements of ISO/IEC 17065:2012 for bodies certifying products, pr
hnd services

A.3.3 Application (see 6.5.2)

/2.1 to 2.3] Formalities concerning the application process

A.3.4 Initial and recertification audit (see 6.4.4)

A.3.5 Remote audits (see 6.4.4)

[nitial and recertification audits may be conducted by remote techniques provided that the fo
prerequisites are met by the service providet:

[Details specified by the scheme, textshas been abbreviated here]

hs to which format will be applied’is taken by the certification body:.

A.3.6 Multi-site audits(see 6.5.2).

[n case that a service provider operates more than one site which are to be covered by the s
the certificate, in order to keep the efforts of auditing at a reasonable level, it is permissible to
sample amongst the sites covered by the certification process under the following conditions:

[Details.specified by the scheme, text has been abbreviated here]

The certification body specifies the number and location of the sites to be audited within the g
thecertification.

This certification scheme specifies the procedure to certify the services of translatiod service prpviders

pcesses

/2.4] Together with the application, the applicant provides doCumentation on the services to be cértified.

llowing

[f these prerequisites are not met;\the audit is conducted by means of an on-site visit. The final decision

cope of
select a

cope of

AZ3.7 Conduction of the audit (5e€ 6.5.3]

All requirements specified in ISO 17100 are audited by the initial and recertification audit. Irres
of the format of the audit (on-site or remote), the audit comprises the following elements:

— interviews with the following persons/functions of the service provider:
[Details specified by the scheme, text has been abbreviated here]
— atleast the following checks:

[Details specified by the scheme, text has been abbreviated here]
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At the end of the audit, the Lead Auditor will analyse all information and audit evidence gathered during
the audit to review the audit findings and specify the audit conclusions.

A.3.8 Audit findings (see 6.5.3)

In case that deviations from the requirements of the standard be found, appropriate corrective actions
will be specified by the Lead Auditor.

A.3.9 Minor deviation

Any nonconformity which does not adversely affect performance of the service will be classified as
minor dleviation.

Minor deviations may be corrected within a period of 8 weeks through appropriate correctivé-actions
The completion of such corrective actions is documented by the applicant and will be assessed by thd
auditor

A.3.10/Major deviation

Any nopconformity, which may result in failure or reduce the usability of the'service for the intended
purposk, or which puts clients at risk, is classified as major deviation.

This type of deviation requires a partial or complete repetition of the atdit.

A.3.11{Recommendations

The auflitor may also give recommendations regarding quality aspects of the service provision and
opporthnities for improvement related to the operations ofthe service provider. Such recommendations
are dodumented in the audit report but have no effect o1 the issue of the certificate [in accordance with
Clause 4].

A.3.12|Audit report for certification

[Detailg specified by the scheme, text has been abbreviated here]

A.3.13|Issuing the certificate (see 6.5 and 6.6)

The cefftificate is valid for a period of six years subject that the conditions to maintain the certificate
are mef by the certificate holder.

A.3.14|Surveillance activities (see 6.8)

In ordefr to maintainthe certificate, surveillance audits are carried out on a two-year cycle. The date of
surveillance audits’following initial certification (or recertification) is not more than 24 months (or 48
monthg in the recertification) from the date of the issue of the certificate.

The pufpose'of the surveillance audits(s) is for the certification body to maintain confidence that the
certified sérvice provider continues to fulfil the requirements of ISO 17100 between recertification
audits. The surveillance audit(s) programme includes at least the following items:

[Details specified by the scheme, text has been abbreviated here]

For surveillance audits remote auditing may be applied. The conduction of remote audits for surveillance
purposes is permissible given the conditions [in accordance with 3.1] are met.

Remote audits are not permissible if the preceding audit has resulted in issues which require an audit
on-site (to be specified by the Lead Auditor).
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A.3.15 Recertification (see 6.8)

In order to extend the validity of the certificate, a recertification audit [in accordance with Clause 3] is

conducted.

A.3.16 Requirements for auditors (see 6.4.4)

Audits are carried out by at least one Lead Auditor.
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A.3.17 Changes of normative documents (see 6.9)

[ Details specified by the scheme, text has been abbreviated here]

A.3.18 Amendments to the scope of certificates (see 6.9)

[Details specified by the scheme, text has been abbreviated here]

A.3.19 Withdrawal of certificates (see 6.9)

[ Details specified by the scheme, text has been abbreviated here]

A.4 Specification for quality in hotel industry§ervices

A.4.1 General

This private scheme was developed to complement existing hotel rating schemes, such as attr
h number of stars. Many of these star rating schémes focus on the physical hotel amenities (e.g
room, in-room television, en-suite bathrooniyswimming pool).

This hotel industry service-scheme conicentrates on the services provided by the hotel to ens
buests’ stay is agreeable and meets the service commitment of the hotel management3).

A.4.2 Scope (see 6.2)

This specification covers(the reception, information, hotel stay, breakfast service, dining and
services in hotels or hotelsrestaurants. This system is accessible to any hotel according to the cat
and star ratings and docal regulations in place in the country in question.

The quality levelsHiave been split into three categories:
— Category1: “Economy” (1 to 2 stars);
— Category 2: “Comfort” (3 stars);

—.“Category 3: “Prestige” (4 to 5 stars).

ibuting
size of

ure the

related
egories

A.4.3 Background (see 4.1)

The service commitments highlight:

— “service with a smile”;

— staff availability;

— practical information and tourist information;

— tranquillity;

3) Further information can be obtained from International-network@afnor.org.
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— hygiene;

— high quality bedding;

— controlled quality.

A4.4

Regulatory situation (see 6.5.1)

The hotel manager undertakes to observe the statutory or regulatory provisions governing the hotel

industry inthe country it is based in

A.4.5

— we
— hotf
— req
—  10(
— bat
— bre

— bre

Service commitments - assessment criteria (see 6.3)

come: booking over the telephone, letter of confirmation, arrival of guest at reception;
el environment;

eption and traffic in public areas: reception, corridors, stairs, toilets;

ms;

hroom and toilets in the room;

akfast taken in the room and room service;

akfast in the dining area;

|
£ £ £ £ =

A.4.6
— def

— COJ

— stalfff communication atd information.

AA4.7
— sel

— COJ

ther there is a bar;

ther there is a restaurant;

ther there is a conference room;
ther there is a business centre;

ther there are leisure facilities.
Organizational arrangements
ining responsibilities;

itrolled documents;

Proceduré{or surveillance and managing compliance with commitments (see 6.8)
f-assesshient;

hplaints handling;

— customer satisfaction.

A.4.8 Communication procedures covering use of marks and references to certification
(see 6.7)
18 © ISO/IEC 2017 - All rights reserved


https://standardsiso.com/api/?name=7a122d0c68d2c5365d9c27881c1f40dd

ISO/IEC TR 17028:2017(E)

A.4.9 Organization of the HotelCert international assessment (see 6.4.4.1, 6.4.4.2 and

6.5.3)

The assessment is conducted by a qualified assessor, specially trained in the specification:

— implementation of organizational arrangements, follow-up and checking procedures to guarantee

commitments are met;

— examination of the results of customer satisfaction surveys;

— each commitment;

— each surveillance and checking procedure;

— communication methods.

The assessment methods implemented by the assessor for each of the assessment’criteria are as {

— mystery assessment of services provided to the guest for the initial assessment and reasse
in order to ensure that the practices of the hotel comply with the\commitments set ouf
specification;

— interviews with staff to ensure that the commitments and proyisions are known and unders
the staff in question;

— examination of reference documents and corresponding records.

A.5 Chinese certification scheme for car rental services

A.5.1 General

This example has been put into practice in\service certification, which is aimed at a specific sery
related parties.

A.5.2 Scope [see 6.3 a) and 6.2]

arrangement of evaluationactivities and certification criteria, module, resources and cycles i
certification, maintemance certification and recertification.

A.5.3 Normative references [see 6.3 b)]

n)  ISO/IEC17065:2012, Conformity assessment — Requirements for bodies certifying products, pi
and sexvices

ollows:
bsment,
in the

tood by

Fice not

service organizations. It can be used as@ayreference for service certification bodies, their personnel and

This document specifies the'related requirements for car rental service certification, inclucﬂling the

initial

ocesses

b) (ISO/IEC 17067:2013, Conformity assessment — Fundamentals of product certification and guidelines

for product certification schemes

c¢) RB/T 301-2016, Conformity assessment — General technical rules for service certification

NOTE RB/T 301 is the Chinese Standard for certification and accreditation sectors.

A.5.4 Certification process [see 6.3 f) and 6.5]

The service certification flow diagram in Figure A.1 is mapped according to the functional approaches

of conformity assessment.
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Figure A.1 — Flow diagram for service certification

Certification criteria [see 6.3 b) and 6.4.1]

fations for Certification of Car Rental Services, which has been filed by the Certification and
tation Administration of the People’s Republic of China.

Certification scope [see 6.3 b)]

rations applying for certification should have at least thi'eg months’ operation, providing that
The certification body based on the requirements in thé'agreement with the client, defines thd
ption scope as short-term car rental services withoutdesignated drivers.

Selection of certification modules (see 6.4.4.1 and 6.4.4.2)

Applicable certification modules (see.6:4.4.2)
Public experience evaluation of servige characteristics (inspection or testing);
Mystery customer experience evalpation of service characteristics (inspection or testing);

Audit of service design;

Selection and-cembination of certification modules (see 6.4.4.1)
tification modives for service providers with design responsibilities:
initial Certification: A+B+C+D;

recertification: A+B+C+D,A+C+D, or B+C+D;

1] 1 . L . L ol - nY A Val A 1D A m A Ay 1D Val A
SUrvelldIiice evairuduoll (I HIIteId e CETULICALION ). ATLFD dlld bTU, OI' ATD dllU DTUTD.

b) Certification modules for service providers without design responsibilities:
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initial certification: A+B+D;
recertification: A+B+D,A+D, or B+D;

surveillance evaluation (maintenance certification): A+D and B+D.
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A.5.8 Sampling (see 6.4.2)

A.5.8.1 General

In accordance with the characteristics of car rental services, three aspects are taken into consideration

while sampling:

— number of shops;

1 £1 H L 1 £ a | Y
VUIUIIT UL DUSIIITSS (1TUITTUTT UL UTUtT 5j,
— number of operating vehicles.

All the samples are drawn randomly.

A.5.8.2 Use of samples

Samples of shops are used for service management audit and experiénce evaluation of
characteristics. Samples of business volume and operating vehicles ate used only for exp
evaluation of service characteristics.

[n experience evaluation of service characteristics, car rental expetience samples equate to one-
the sum of business volume samples and operating vehicles samples. The car rental experience {
are evenly distributed in the region where shops are located, and 50 % of the samples are dist
in shops that have not been selected for audit of serviceymanagement. There needs to be
three samples for the initial certification or recertification, and at least one sample for maint
certification.

A.5.9 Requirements of specific resources

A.5.9.1 Human resources [see 6.3 k)]

Select competent auditors to undertake the audit of service management and experience evg
pf service characteristics (such asinspection and testing). Technical experts can provide 3
whenever the auditor’s professignal competence is not sufficient (including driving skills).

[For the qualification requirements of other certification personnel such as scheme owners or d
makers on certification,. tefer to RB/T301-2016 Conformity assessment — General technical 1
service certification.

A.5.9.2 Certification charging items and audit day calculation (see 6.4.1)

— Charging-items for car rental service certification: application fee, audit fee of
management, experience evaluation fee of service characteristics (including car rental f]
costyservice experience fee and insurance for experience personnel), certification registrat
certificate and conformity mark fee and annuity, etc.

service
erience

third of
amples
ributed
ht least
enance

luation
upport

ecision
ules for

service
ce, fuel
ion fee,

L~ Calculation of audit dayc- dnyc spentin audit of service management and experience evaln

ation of

service characteristics.

A.5.10 Evaluation requirements (see 6.5.3)

A.5.10.1 Evaluation plans

The evaluation of service certification mainly consists of the audit of service management and

inspection/testing of the way the customer experiences the service characteristics.

The audit plan of service management may refer to the methods for auditing management systems.

© ISO/IEC 2017 - All rights reserved
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The plan for evaluating customer experience of service characteristics intends to include the
following: scope, criteria, certification module, customer experience, evaluation approach and tools
(such as inspection, testing), customer experience sampling, environment of customer experience (if
applicable), scheduling, inspection team, way of contact, as well as clarification and declaration (such as
the reliability and validity of experience), etc.

A.5.10.2 Service management and service design audit

The audit of service management is carried out in accordance with the “service management
requirdgments” specified in the Specifications for Certification of Car Rental Services. For the
organization which has car rental service design responsibilities, the certification body arranges '3
speciallaudit for that service design.

The audlit team adopts the qualitative maturity evaluation methodology specified in the Spécifications
for Certification of Car Rental Services.

A.5.10.3 Experience evaluation of service characteristics (inspection or testing)

The experience evaluation of service characteristics reflects the moment of truth (MOT) in “customer]
experignce”, and ensure that the experience time of 50 % samples or more\exceed the minimum cafy
rental §fime by the enterprise.

Quantitative grading evaluation is implemented in accordance with the)certification modules provided
in this document, relevant requirements specified in the Specifications for Certification of Car Rental
Servicgs and the Guidelines in the annex to the Specifications! Experience evaluation is equally
distribfited among the shop samples.

The LiKert Scale specified in Specifications for Certificatiorpf Car Rental Services and direct judgmental
evaluatiion methodology are used when conducting the éxperience evaluation of service characteristics. If
both A find B are present in an adopted certification madule, then B needs to be greater than or equal to A

A.5.11{Public announcement of certification (see 6.4.1)

The infitial certification and/or recertification of car rental services undergoes a one-month publig
annourjcement period, which is arranged when the evaluation activities specified in the servicq
certification module are completed and the results have met the requirements.

During|the public announcement period, channels are established for collecting information from thg
customlers, including their complaints.

A.5.12[Certification deciSion and attestation documents [see 6.3 h) and 6.7]

Once tHe public annouticement period ends up with no major customer complaints and all the feedback
from customers-nésolved satisfactorily, the certification body arranges the activities for making
certificption degisions.

The smjart system with experience evaluation indicators in the annex of Specifications for Certification
of Car Rental Services should be used to determine the result of certification, which is presented i
“star-rating level” (5 star is the highest level).

Once certification is granted, the certified service provider is permitted to use the attestation
documents of service certification provided by the certification body, including the certificate, marks
and symbols.

A.5.13 Term of certification validity, surveillance evaluation and recertification [see
6.3 n), 6.3 1), 6.8 and 6.9]

The certificate is valid for a period of three years. In order to maintain the certificates, certified
organizations apply for and pass at least one surveillance evaluation every 12 months. Application for
recertification is presented three months prior to the expiry of certificate.
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See A.5.7.2 and A.5.8 for the detail information relating to the service certification modules for
evaluation activities in surveillance evaluation and recertification.

When service characteristics have been changed, the certification body should consider the necessity
of increasing evaluation frequency and implement.
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Exa

Annex B
(informative)

mple of information provided with an application for service
certification

B.1 (

The inf]
be collg
online

B.2 E
a) Da
b) Inf

d) Ser

e) Cet

eneral

brmation given in this annex is based on ISO/IEC 17065:2012, 7.2, Note 1. The information could
cted by various methods and media such as completion of an application or by inputting to an
latabase.

xample of information provided
e of application.
brmation regarding applicant (intended certificate holder)
legal name of the applicant, address of its registered office,/contact details;

name and function of the person acting as contact to,the certification body and authorized tg
sign on behalf of the applicant;

business address and contact details.
signation of service(s) for which certificatign’is requested:
description of service(s);

standard(s) and other normative document(s) to which certification is requested: number, title
year of issue.

vice delivery(s):
place(s) (managing the'service delivery and performing the service delivery);
name and title 6f,person responsible for managing the service delivery;
business address and contact details.

tificationvagreement:

déclaration of willingness to conclude the applicable certification agreement;

24

name [of the person nominated in bullet b) above];

signature.
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Annex C
(informative)

Example of contents of a certification agreement

nd also

p) Recitals.
b) Parties to the agreement:
— name and addresses of the parties;
— authorized representatives under the agreement (see Schedule A);
) Defined terms and interpretations:
— defined terms;
— headings;
d) Services to be provided (see Schedule B).
) Commitments of the service provider (see the listed items in ISO/IEC 17065:2012, 4.1.2.2, &
add commitments on the service provider).
) Use of license, certificates and marks of conforntity.
o) Surveillance of certification.
h) Suspension and withdrawal of certification.
i) Complaints.
) Appeals.
k) Use of subcontractors.
|) Changes by the client,
m) Changes to therscheme and specified requirements.
n) Transfer of<certification.
p) Fees afid-charges (see Schedule C).
p) Qwmnership of data.
) Intellectual property:
— vests in the certification body;
— ownership of pre-existing material;
— third-party material;
— moral rights;
— ownership of certification documentation and marks of conformity:.
r) Confidentiality.

© ISO/IEC 2017 - All rights reserved
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s) Insurance and liability.

t) Termination.

u) Force majeure.

v) Survival and severability.

w) Dispute resolution.

x) Altpratiomof this agTeenment.

y) Senving notice under this agreement.

z) Goyerning law and jurisdiction:
— | Schedule A: authorized representatives;
— | Schedule B: certification services to be provided:

— scheme name;

— specified requirements;

— services to be certified;

— location of service provision;

— | Schedule C: fees and charges:

— general;

— incidental expenses;

— invoicing and payment.
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