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Comment
Building confidence
In a globalized world, where econom-

ic growth is indispensable and time a 
scarce commodity, companies need 

to inspire trust and confidence while 
avoiding repeated demonstrations of 
conformity for different markets. 

Although conformity is vital 
for achieving confidence in a product 
or service, the system itself should be 
risk-based. Those products and servic-
es which present a high risk to health 
and safety should be required to dem-
onstrate conformity more frequently 
and thoroughly than those with a low 
risk profile. 

Conformity gives consumers and 
other users confidence in a product or 
service. In today’s world, a company’s 
reputation is constantly under threat, 
and can be easily damaged, for instance, 
by individuals acting through the Inter-
net, subsequent to the release of sub-
standard (literally !) or faulty products 
or services. This reputation, which can 
be destroyed so easily, can take years 
to rebuild. 

The same is true for market flows. 
One has only to bear in mind the hin-
drance and impediments to the flow of 
goods and services encountered by most 
companies after 9/11. This had indeed a 
huge impact on global growth.

The European Union agreed that 
conformity assessment standards (CAS-
CO “ toolbox”) in the voluntary sector 
can be satisfactorily used in the regu-
lated sector. Unfortunately, such a glo-
bal approach is not currently uniform 
worldwide, and governments and other 
regulators spend time and energy, more 
often than not redundantly, on market 
surveillance activities to protect con-
sumers and other users.

It is often not easy to challenge 
these activities when they have not been 
performed adequately. This can lead to 
products being barred for sale in a spe-
cific market, effectively establishing 
trade barriers between countries and/
or trading blocks.

In order to dispel any fear of 
technical barriers to trade associated 
with the seemingly unjustified non-

Olivier Peyrat

Chair of ISO/CASCO

“ International standards 
effectively level the playing 
field and allow all countries 

and trading blocks  
to operate from the  

same base.” 

acceptance of products or services by 
one country, it is critical that the integ-
rity of the whole chain of conformity 
assessment is above any type of criti-
cism. This implies that the set of require-
ments, referred to as standards, which 
are used to determine the framework of 
conformity assessment activities, have 
a rock-solid foundation based on inter-
national consensus. 

International standards effective-
ly level the playing field and allow all 
countries and trading blocks to operate 
from the same base. They can also be 
used, if necessary, as references in trade 
disputes, be it between countries’ trading 
blocks or individual companies.

It has also become evident in 
the last few years that consumers are 
becoming more and more socially 
responsible. They do fear for the planet. 
Standards developers and users are 
therefore focusing on developing and 
implementing environmentally related 
conformity assessment for the not too 
distant future. 

This social responsibility trend 
can be extended to include sustainable 
development, essential for achieving a 
sustainable world. Governments and 
companies will need to publicly dem-
onstrate their commitment to such prin-
ciples, and to what they are currently 
doing (or not doing) – for example, on 
pollution or the use of genetically mod-
ified organisms. Conformity assess-
ment constitutes a main tool for this 
demonstration. 

It is therefore extremely impor-
tant to provide not just governments, but 
also the marketplace (i.e. companies, 
intermediaries, consumers and NGOs, 

as well as the financial world), with a 
set of “ tools ” to identify potential prob-
lems as quickly as possible, and to  trace, 
isolate and deal with them accordingly 
through a constructive dialogue based 
on objective evidence. 

ISO/CASCO was established to 
address these issues by either improv-
ing the promotion of existing conformity 
assessment standards and guides (CAS-
CO toolbox) or by proposing new ones 
where necessary. ISO/CASCO provides 
a neutral approach to conformity assess-
ment which allows users – governments, 
consumers or specific industry sectors – 
to select the tools they need from stand-
ards, whilst not prescribing any one 
means of conformity over another. 

The CASCO toolbox has been 
designed to meet the general needs of 
most specific sectors; however, some 
may have additional requirements 
unique to their field. To ensure harmo-
nization and flexibility, the CASCO 
toolbox allows sectors to use the basic 
CASCO standard and add any specific 
requirements. This is certainly, in our 
view, one of the most important zones 
of focus for CASCO during the current 
period, together with the contribution 
of conformity assessment to market sur-
veillance activities.

Conformity       assessment
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World Scene

Children rewarded for 
environmental efforts
“ Once learned, never forgot-
ten ” is probably the best way 
to describe the aims of the 
Kids’ ISO 14000 Programme, 
which seeks to awaken envi-
ronmental consciousness in 
young minds through the 
application of ISO 14001 
principles in their homes and 
schools.

The programme’s 7th award 
ceremony was held in January 
2008 at the UN University in 
Tokyo, Japan, where children 
who had successfully applied 
the ISO 14001 methodolo-
gy were awarded international 
certificates in recognition of 
their achievements by ArTech 
– the organization responsible 
for the programme, whose 
aims are supported and  
promoted by ISO. 

Mr. Sadao Takeda (photo 
above), Executive Director of 
the Japanese Standards Asso-
ciation, who represented ISO 
at the ceremony, recognized 
that the environment is now 
on everyone’s agenda, and 
added that ISO 14001 “ is one 
of the principal tools being 
used by organizations every-
where to meet their environ-
mental challenges.” 

Mr. Takeda paid tribute to the 
programme’s founder, Prof. 
Takaya Kawabe  : “ Prof. Kawabe 
has proved in launching the 
Kid’s ISO 14000 Programme 
that children and young peo-
ple can also grasp the rudi-
ments of ISO 14001 and put 
this knowledge into practical 
use in order to contribute to a 
healthier planet.”

The Kids’ ISO 14000 Program-
me is a powerful tool for 
developing environmental 
awareness among children, so 
that tomorrow’s world bene-
fits from responsible environ-
mentally mature citizens with 
a global perspective.

A brighter future for oil 
and gas in North Africa
The future of oil and gas in 
North Africa looks brighter 
following the workshop on 
international standards develop-
ment organized in Libya in 
November 2007 by the Libyan 
Petroleum Institute (LPI) and 
the Libyan National Centre for 
Standardization and Metrology 
(LNCSM), in association with 
ISO and the International 
Association of Oil and Gas 
Producers (photo below). 

The aim was to raise awareness 
and improve understanding of 
the benefits of ISO standards 
for the oil and gas industry. 
Participants discussed how 
Libya and other North African 
countries could positively 
influence, through participation, 
the development of these 
standards and their national 
adoption.

The event provided an oppor-
tunity to address the particular 
standardization needs of the 
region. A roundtable discussion 
focused on the benefits and 
challenges faced by the Libyan 
oil and gas industry in the 
adoption and implementation 
of ISO standards. The meeting 
concluded with the need for 
increased awareness and 
uptake of ISO standards 
among national oil companies 
(NOCs), functional national 
mirror committees fostering 
national participation, and 
sustained participation in  
relevant ISO committees. 

It was decided to increase 
cooperation among NOCs, 
LNCSM and LPI with inter-
national operators to advance 

towards the adoption and 
implementation of ISO stand-
ards for oil and gas.

ISO’s work contributes to 
UN Year of Sanitation
Every year, inadequate sanita-
tion, linked to poor hygiene 
and lack of fresh water, con-
tributes to the deaths of over 
1,5 million children. The 
United Nations therefore  
designated 2008 as the Year 
of Sanitation to draw attention 
to the need to speed progress 
for the 2,6 billion people 
around the world who lack 
proper sanitation facilities.

In addition, this year’s World 
Water Day – organized annu-
ally by the UN on 22 March – 
will also focus on sanitation. 
“ Access to sanitation is deeply 
connected to virtually all the 
Millennium Development 
Goals,” explained UN Secre-
tary-General Ban Ki-moon, 
“ in particular those involving 
the environment, education, 
gender equality and the 
reduction of child mortality 
and poverty.” 

Two ISO technical committees 
in particular develop standards 
that support the UN goals in 
this area  : ISO/TC 147 on 
water quality and ISO/TC 224 
on services related to water 
supply and wastewater sewer-
age systems. Their work makes 
a practical contribution to 
alleviating water and sanitation 
problems. 

For example, in late 2007,  
ISO launched three standards 
providing guidelines for the 
improvement, assessment and 
management of utilities and 
services related to drinking 
water supply systems and 
wastewater sewerage systems 
to help water authorities and 
operators achieve quality and 
contribute to sustainable 
development.

World Scene

Fully Networked Car 
brings Formula 1 flavour
This year’s Fully Networked 
Car event at the Geneva Inter-
national Motor Show took on 
a motor sport theme and tack-
led the pressing issue of global 
climate change. For the third 
year running, ISO teamed up 
with ITU and IEC under the 
World Standards Cooperation 
banner to host the Fully  
Networked Car workshop and 
exhibition at the Geneva 
International Motor Show,  
5-7 March 2008.

The Fully Networked Car 
event focussed on information 
and communication technolo-
gies in motor vehicles and, 
specifically, on standards that 
facilitate the convergence of 
these industries.

An exclusive feature of the 
exhibition was the Honda Racing 
F1 Team’s new 2008 Formula-1 
“Earthdreams car” – emphasiz-
ing environmental concerns and 
pointing towards green automo-
tive technologies of the future. 
A report will be included in the 
April issue of ISO Focus.
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ISO Scene
China and Japan take 
over textiles secretariat
The secretariat for ISO/ 
TC 38, Textiles, will shortly 
be taken over on a joint basis 
by the ISO members for China 
and Japan from the British 
Standards Institution (BSI) 
which has ably directed the 
secretariat for 60 years,  
since 1947.

Contest for young 
standardizers
ISO is holding a contest for 
young standardizers in develop-
ing countries and economies  
in transition.

The purpose of this contest, 
held every second year within 
the framework of the ISO Pro-
gramme for Developing Coun-
tries, is to encourage young 
professionals to engage in 
international standardization 
and to raise awareness of the 
impor-
tance of 
standards 
in  
promot-
ing 

safe and sustainable economic 
development. The theme for 
the 2008 award is “Internation-
al standards supporting public 
policies”. 

The award is co-sponsored by 
ISO and the Deutsches Institut 
für Normung (DIN), ISO mem-
ber for Germany. It is named 
after Professor Dr. Helmut  
Reihlen, director of DIN from 
1977 to 1999, in recognition of 
his significant contribution to 
the ISO Action Plan for  
Developing Countries. 

The contest is open to perma-
nent employees of standardiza-
tion institutions, members of 
ISO, in developing countries and 
economies in transition. Dele-
gates and experts involved in 
ISO technical work, duly author-
ized by the ISO member in their 
country, may also participate. 

To take part, candidates must be 
under 35 years old, write an 
essay on the proposed theme 
and complete the contest entry 
form. Entries should be mailed 
to the chief executive officer of 
the candidate’s national standards 
body by 9 May, 2008. The winner 
of the first prize, 3 000 Swiss francs, 
will receive the award at the 31st 
ISO General Assembly, to be held 
in Dubai, United Arab Emirates, 
in October 2008. Second and 
third prizes will also be awarded.

For more information, contact : 
dev-t@iso.org 

The Three Gorges Dam, a 
gigantic multipurpose hydro 
project located in the Yangtze 
River producing 18 000 MW 
of electricity, provided the 
backdrop for the October 
2007 plenary of ISO/TC 113, 
Hydrometry.

Participants from China, 
India, Japan, Switzerland, 
the USA and the United 
Kingdom attended the event, 
hosted by the Ministry of 
Water Resources, China. 
Discussions were held on 
Doppler techniques and 
equipment, and a proposal 
from India for a new work 
item on the usage of surro-
gate techniques for measure-
ment of sediment concentra-
tion and particle size was 
approved. 

During the meeting, a Web 
seminar on interpolated vari-
ance estimation was present-
ed by the US Geological 
Survey. It was also decided 
to establish a working group 
on uncertainties under the 
responsibility of the technical 
committee. Finally, future 
work on evaporation/precipi-
tation and associated equip-
ment was considered, in 
order to address all aspects 
of the hydrologic cycle.

The hosts provided a warm 
welcome, and offered partic-
ipants the opportunity to vis-
it the Three Gorges Dam 
Project and two gauging  
stations, one controlled by 
computers. 

The next meeting of ISO/ 
TC 113 is scheduled for 
mid-2009 in the USA.  

The new joint secretaries will 
be Mr. Chen Min, of the Jiang-
su Sunshine Group Co. Ltd., 
who will represent the Stand-
ardization Administration of 
China (SAC), and Mr. Hisashi 
Tazawa, who formerly worked 
for Toray Industries Inc., and 
who will be representing the 
Japanese Industrial Standards 
Committee (JISC). 

The current Chair of ISO/ 
TC 38, Mr. Frank Moore, 
expressed his sincere thanks 
to BSI on behalf of all ISO 
members for the contribution 
the secretariat has made in the 
field of standardization for 
the benefit of the textile and 
clothing industries. Special 
thanks are given to the current 
Secretary, Mr. Tim Bellamy, for 
his contribution and guidance 
during the handover period.

Frank Moore will continue  
as Chair until 2009 to assist  
China and Japan in taking 
over the reins.

Belgium’s new 
standardization set-up
In order to better focus on the 
areas of highest interest to the 
economy at national, European 
and international levels, as 
well as to better involve 
stakeholders, the standardiza-
tion set-up in Belgium has 
been re-engineered.

NBN, the ISO member for 
Belgium, is the umbrella 
organization, with a responsi-
bility for coordinating and 
monitoring. Sectoral stand-
ardization activities are dele-
gated to some 20 entities 
close to related economic 
actors. NBN also caters for 
horizontal standardization 
activities and for the delivery 
of information services. 

ISO Secretary-General Alan 
Bryden took part in January 
in a meeting with NBN’s 
major stakeholders, opened 
by the Minister for Economy, 
Mrs. Sabine Deruelle. The 
meeting, focused on energy 
efficiency and renewable 
sources, constituted a good 
opportunity for underlining 
global challenges and the role 
of international standards on 
issues such as energy man-
agement, energy performance 
of buildings and the creation 
of world markets for renewable 
energy sources, energy-efficient 
technologies and the trading 
of greenhouse gas emissions 
credits.

World’s largest dam 
provides background for 
hydrometry discussions 

(from left) Christophe Van 
Vaerenbergh, Executive President 
of NBN, Sabine Deruelle, Belgian 
Minister for Economy, and Alan 
Bryden, ISO Secretary-General.

ISO/TC 38 responsible officers 
with Kevin McKinley, ISO Deputy 
Secretary-General (far right).

Delegates at the ISO/TC 113  
plenary, in Yichang, China.
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Guest View

Pierre Delayen

P ierre Delayen is Vice President 
of Corporate Environment, 
Health and Safety (EHS) for 

Saint-Gobain, a world leader in the 
housing sector with sales in excess of 
EUR 43 billion, and nearly 206 000 
employees in 57 countries. 

Mr. Delayen has been with Saint-Gobain 
since 1974. Prior to taking his current 
position as Vice President in 2005, he 
was Managing Director of Saint-Gobain 
Isover for Western Europe. Between 
1997 and 2001, Mr. Delayen was 
Managing Director of Weber and 
Broutin, France (Saint-Gobain Weber 
for Central Europe and Asia). 

Mr. Delayen entered Saint-Gobain as 
a production engineer in the flat glass 
division in 1974. He later took the role 
of Managing Director, Colombia, and 
Corporate Planning, France, before 

ISO Focus: What is the strategic value 
of ISO International Standards to a 
global company like Saint-Gobain that 
operates in 57 countries with an inter-
national workforce of 207  000 people ? 

Pierre Delayen : Saint-Gobain’s opera-
tions focus on a variety of activities relat-
ed to the housing market. At the moment, 
we are expanding our “ building distribu-
tion ” activities, where we are currently 
the European leader. 

Naturally, the processes used in 
activities such as insulation, for instance, 
are very different from those used in gyp-
sum activities. In this context, standards 
play a key role in our enterprise, pre-
senting a two-fold interest  : on the one 
hand, for the internal dissemination of 
best practices and optimization of inter-
nal organization and structure and, on 
the other hand, as a quality guarantee 

“ As a result of our 
positioning in building 

products, we pay special 
attention to life cycle 
analyses for which we 
promote standards.” 

becoming Vice President of Finance 
and Industrial Policy, Insulation 
Division between 1987 and 1989, and 
then taking the role of Managing 
Director of Isover BV, Insulation 
Division, Netherlands (1990 to 1997).

Mr. Delayen holds a Master in Civil 
Engineering from the Ecole des Mines 
de Paris, as well as a Master in 
Business Administration from INSEAD, 
France.
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Saint-Gobain headquarters at “ Les Miroirs” in 
the business district of La Défense, Paris.

“ International certification 
is crucial in order to 

assess and benchmark 
performance between 
different countries.” 

for our customers and our stakeholders 
as a whole.  

ISO Focus: ISO International Stand-
ards as a whole constitute a toolbox for 
economic growth, environmental integ-
rity of the planet and societal equity – 
in other words, for all three dimensions 
of sustainable development. ISO is also 
developing a suite of standards target-
ing sustainability in building construc-
tion. Can you say how these ISO stand-
ards will help Saint-Gobain support the 
company’s sustainable development 
goals and suggest further develop-
ments ?

The first Saint-Gobain building distribution 
store in Shanghai, China.

Pierre Delayen : The Group has focussed 
in particular on the implementation of ISO 
standards on quality management (ISO 
9001) and environmental management 
(ISO 14001). We are also interested in 
the development of a standard address-
ing societal aspects currently underway 
(ISO 26000). 

With the globalization of trade, it 
is important to be able to carry out assess-
ments and be assessed on the basis of com-
mon criteria. As a result of our position-
ing in building products, we pay special 
attention to life cycle analyses for which 
we promote standards. Our teams are very 
active on this issue. 

ISO Focus: Can you describe the use 
made by Saint-Gobain of ISO’s man-
agement system standards – ISO 9001 
and ISO 14001 – and what concrete 
benefits result in their use ? What added 
value do you see in applying these to 
your suppliers worldwide ? 

Pierre Delayen : More than 20 years 
ago, Saint-Gobain initiated a quali-
ty approach which has since become 
absolutely necessary for the manage-
ment of our sites – some of which have 
a significant environmental footprint. 
Last autumn, the Group announced our 
new objectives in this field. Each sector 
and business unit will define worldwide 
environmental standards for each proc-
ess. Based on the situation in 2007, new 

Saint-Gobain  
World leader in the 
building industry
Saint-Gobain’s long history dates  
back to the establishment, in France, 
of the Manufacture Royale des Glaces 
de Miroirs (Royal Mirror Glass Works) 
in 1665. Today the Saint-Gobain Group 
is a world leader in the housing sector, 
with sales in excess of EUR 43 billion 
and nearly 206 000 employees. 

Operating in 57 countries, the Group 
relies on three mainstays : construction 
products (interior and exterior building 
solutions), high-performance materials 
(flat glass, ceramics and plastics, 
abrasives), and building distribution. 
The Group is also active in the 
packaging sector (glass packaging),  
an activity set to be sold in 2008. 

In all these sectors, Saint-Gobain 
offers innovative solutions to meet 
the fundamental global challenges of 
growth, energy and the environment.

© Photothèque Saint-Gobain
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objectives will be set to reduce water 
consumption, amounts of waste sent to 
landfill and CO

2 
emissions.

Certification constitutes a guar-
antee for our external stakeholders, and 
enables the dissemination of good prac-
tices internally. Beyond these achieve-
ments, certification allows our Group to 
adopt a continual improvement approach. 
Our 2005-2007 objectives included one 
that 40  % of our sites become certified to 
ISO 14001 by the end of 2007 – and we 
have met that objective! By 2010, the ISO 
14001 certification will extend to 80  % of 
our so-called “ concerned ” sites, i.e. sites 
whose perimeter shall be specified by each 
sector and business unit on the basis 
of the environmental criteria I just 
mentioned. 

This progressive approach 
also applies to our suppliers, who 
we select based on certification to 
ISO standards. In this respect, we 
have launched a purchasing charter. 
This document represents an appli-
cation of the “  General principles of 
conduct and action for the Saint-
Gobain Group ” to the purchasing 
function in the Group. 

Compliance with ethical 
rules and social and environmental 
requirements is therefore made an 
integral part of supplier selection, 
and mentioned in the contractual 
documents between suppliers and 
companies of the Group. 

ISO Focus: What is your corpo-
rate approach to conformity 
assessment for products and serv-
ices addressing world markets ?

Pierre Delayen : We work internally with 
environment, health and safety (EHS) audits, 
in particular for environmental issues. This 
constitutes an additional tool for cross-fer-
tilization. Audits are conducted by teams 
of people who do not belong to the audited 
site’s sector, but who are part of the Saint-
Gobain Group and consequently familiar 
with our EHS policy. Thus, both auditors 
and audited divisions learn from audits. 
Also, the audit benchmark used is fully 
consistent with ISO 14001. These audits 
do not replace external audits, which also 
allow us to take a critical look at the real-
ity of our operations. 

Generally, our worldwide products 
are B-to-B products with a high added 
value : flat glass and high-performance 
materials, in particular for the automo-
tive and aeronautics sectors. Consequent-
ly, they must be subjected to consistent 
quality controls. 

ISO Focus: Saint-Gobain is at the 
forefront of developing energy efficient 
building materials and processes that 
contribute to energy savings and reduc-
ing overall emissions of greenhouse 
gasses. ISO has embarked on an ambi-
tious programme in this area, in col-
laboration with the International Ener-
gy Agency and the World Energy Coun-
cil. What are your expectations on 

international standards in this area, to 
support intelligent and sustainable 
building, energy management and the 
promotion of valuable and renewable 
energy alternatives ?

Pierre Delayen : In the context of its global 
positioning in the housing business sector, 
Saint-Gobain more particularly develops 
products for optimized energy efficiency 
in buildings. This issue poses a key envi-
ronmental challenge: buildings account for 
40  % of CO

2
 emissions in developed coun-

tries. It is now essential to reduce our ener-
gy consumption. Saint-Gobain also seeks 
to take into account comfort and living 
environment aspects  : interior air quality, 
domestic lighting, acoustics, etc. 

Saint-Gobain’s involvement in these 
environmental issues is also illustrated by 
the increased number of awareness-rais-
ing campaigns intended for construction 
industry companies, government admin-
istrations and public opinion. In 2003, 
the Group took the initiative, in France, 
via its insulation and flat glass business 
lines, to establish the “  CO

2
 Insulation for 

the Planet Earth ” organization, backed by 
a major press campaign. From a similar 
perspective, in 2007, Saint-Gobain Iso-
ver Italia S.P.A. took part in the “ Isolan-
do ” national information campaign focus-
ing on CO

2
 emission risks in relation to 

buildings, with other Italian construction 
industry companies. 

Besides, the Group directly 
contributed to the creation of the 
Effinergie label for more energy-
efficient buildings, based on already 
existing labels in which Saint-
Gobain had already been involved 
in other countries (for instance, 
Minergie in Switzerland). These 
initiatives mobilized all players 
concerned: leading construction 
industry companies, government 
administrations, local authorities 
and banks. 

Our experience in this field 
allows me to confirm that it is nec-
essary to harmonize the assessment 
criteria for energy performance. 
International certification is cru-
cial in order to assess and bench-
mark performance between differ-
ent countries. 

Guest View

Saint-Gobain proppants – ceramic balls used 
for hydraulic fracturing operations to increase 
the productivity of oil and gas wells.

Isover glasswool rolls.

© Photothèque Saint-Gobain
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Providing 
confidence in 
testing and 
calibration

by Alan Squirrell,  
Executive Liaison, International 
Laboratory Accreditation 
Cooperation (ILAC)

Conformity assessment documents 
developed by the ISO Commit-
tee on conformity assessment 

(CASCO)  are used worldwide to check 
whether products, services, materials, 
processes, systems and personnel meas-
ure up to the requirements of standards, 
regulations or other specifications.

Assessments based on these doc-
uments give confidence, facilitate access 
to world markets and provide domestic 
and international socio-economic ben-
efits, particularly in relation to the ever 
increasing need to monitor our global 

intended use, given that critical decisions 
are often based on them. 

This article will focus on two 
documents in the CASCO toolbox which 
relate directly to laboratories : ISO/IEC 
17025:2005, General requirements for 
the competence of testing and calibra-
tion laboratories and the revision of 
ISO/IEC Guide 43 – the future ISO/IEC 
17043, Conformity assessment – General 
requirements for proficiency testing.

Testing and calibration 
laboratories

ISO/IEC 17025 is widely used by 
laboratories throughout the world which 
wish to demonstrate their competence – 
either by self declaration (first party), at 
the request of their customers (second 
party), or by external laboratory accred-
itation bodies (third party). In the latter 
case alone, approximately 30 000 labo-
ratories have gained international recog-
nition by being accredited by an ILAC 
member, i.e. an accreditation body that 
is signatory to the ILAC mutual recogni-
tion arrangement (MRA). These accredi-
tation bodies have, in turn, been evaluated 

environment and address public health 
and safety issues.

The CASCO “toolbox”, contain-
ing a total of 26 documents – the ISO/
IEC 17000 series of standards (19 in all 
with five underway) and seven guides 
– provides an important contribution 
to the three dimensions of sustainable 
development – economic growth, envi-
ronmental integrity of the planet and 
societal equity – by providing globally 
harmonized tools for ensuring the cor-
rect application of ISO International 
Standards on these subjects.

Conformity assessment

Main Focus 

One important group of con-
formity assessment bodies is laborato-
ries – for both testing and calibration. It 
is essential that the outputs from these 
(i.e. measurement results) are fit for their 

“ The CASCO toolbox 
plays an important part in 
contributing to economic 
growth, environmental 

integrity of the planet and 
societal equity.”
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against the requirements of ISO/IEC 
17011:2004, Conformity assessment – 
General requirements for accreditation 
bodies accrediting conformity assessment 
bodies.  

ISO/IEC 17025 is divided into 
two main parts : 

• Clause 5 – containing the all impor-
tant technical requirements with suffi-
cient emphasis on metrological aspects 
(traceability/measurement uncertain-
ty, quality assurance/control, calibra-
tion and method validation);

• Clause 4 – detailing management sys-
tem requirements which satisfy the 
principles of ISO 9001:2000, Qual-
ity management systems – Require-
ments (as applied to laboratories). 
These support the consistent and long 
term delivery of accurate measure-
ment results.

tocols for electrical safety testing and 
the World Anti-Doping Agency (WADA) 
International Standard for Laboratories 
(ISL) for sports-drug testing.  

than in all other sectors put together and 
this, amongst other technical reasons, 
has led to the inclusion of ISO 15189 
by ILAC in the short list of ISO stand-
ards covered by the ILAC mutual rec-
ognition arrangement.

These sector-specific issues lead 
to “horizontal communication” within 
ISO. The ISO/IEC Directives require 
that the CASCO Secretariat is informed 
when ISO TCs wish to prepare sector-
specific procedures for use by conform-
ity assessment bodies.  

ISO/CASCO undertakes to mon-
itor the work programmes of various 
ISO TCs to see if conformity assess-
ment is involved. If so, effective liaison 
between CASCO and the TC is highly 
desirable (although this puts demands on 
resources).  Such liaison activity mini-
mizes the proliferation of new require-
ments for laboratories in addition to the 
core general requirements of ISO/IEC 
17025 so that major difficulties are not 
encountered by laboratories and their 
customers.  

To this end, ILAC, through its 
own liaison activities, has supported 
ISO’s activities to promote the CASCO 

“ Proficiency testing  
has gained international 

acceptance in  
the assessment  

of the competence  
of laboratories.”

These additional documents, when 
coupled with ISO/IEC 17025, provide a 
powerful tool in assessing whether the 
laboratory staff has the necessary skills 
to undertake specific tests and calibra-
tions. This is where the third party accred-
itation model has its strengths because 
independent experts (both in the specific 
technical areas and management systems) 
undertake a thorough on-site assessment 
of laboratories which choose this path – 
thus accreditation is more than just com-
pliance with the general requirements in 
ISO/IEC 17025.

Sector-specific 
documents

Sometimes, these sector-specif-
ic documents are other ISO standards, 
developed by ISO technical commit-
tees (TCs). A good example of this 
is ISO 15189, Medical laboratories – 
Particular requirements for quality and 
competence (produced by ISO/TC 212, 
Clinical laboratory testing and in vitro 
diagnostic test systems, and currently 
under revision). This converts ISO/IEC 
17025 into “ medical speak ” and elab-
orates the standard’s general require-
ments for clinical laboratories. It also 
covers some aspects (e.g. pre- and post-
analytical phase) which are not specifi-
cally covered in ISO/IEC 17025.  

The use of ISO 15189 is consist-
ent with the current CASCO sectorial 
policy – i.e. engaging sectors that have 
established a need and developed their 
own “ complementary ” requirements 
without encouraging a proliferation of 
such standards. The clinical sector is 
huge – it is claimed that more medical 
measurements are performed each day 
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Whereas the standard provides the 
core general requirements for laboratory 
competence (and as such is the primary 
standard covered under the ILAC mutu-
al recognition agreements), it should be 
remembered that a very wide range of 
measurements is carried out every day, 
and some of these are very complex. As 
a result, the general requirements often 
need to be supplemented by sector-spe-
cific application documents. ISO/IEC 
17025:2005 itself recognizes this in 
Annex B, Clause B.4.  Examples include 
the use of the International Electrotech-
nical Commission (IEC) technical pro-

Main Focus
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toolbox within ISO TCs – these include 
ISO/TC 69, Applications of statistical 
methods, ISO/TC 176, Quality manage-
ment and quality assurance, ISO/TC 
147, Water quality, ISO/TC 34, Food 
products and also ISO/TC 212, Clinical 
laboratory testing and in vitro diagnos-
tic test systems, which has already been 
mentioned above. To this list should 
also be added the ISO Committee on 
reference materials (REMCO) and the 
Joint Committee on Guides in Metrol-
ogy (JCGM).  

This latter committee is chaired 
by the Bureau International des Poids et 
Mesures (BIPM) and involves represent-
atives from eight organizations, includ-
ing ISO, IEC and ILAC. JCGM produc-
es the important Guide to the Expres-
sion of Uncertainty in Measurement 
(GUM) and International Vocabulary 
of Metrology (VIM), which are essen-
tial references for standards relating to 
laboratories and measurements.  The lat-
est revision of VIM has just been pub-
lished as ISO/IEC Guide 99:2007, and 
an updated version of GUM will follow 
shortly (ISO/IEC Guide 98). 

Benefits to the 
laboratory community

ILAC made a proposal in 2006 
to strengthen the ISO/IEC Directives in 
relation to the use of, and reference to, 
ISO/IEC 17025 in other ISO (and IEC) 
standards that contain laboratory and/or 
measurement requirements.

This proposal was approved by 
the ISO Technical Management Board in 
2007 and strict adherence to the amend-
ed Directives will provide benefits to the 
laboratory community.

ISO/IEC 17025, subclause 4.6, 
“ Purchasing services and supplies ”, 
does not always receive the attention it 
deserves. It reinforces the need for the 
laboratory to evaluate suppliers of crit-
ical consumables, supplies and services 
which affect the quality of testing and 
calibration. These can often relate to 
other forms of conformity assessment 
(which are covered by other ISO/IEC 
standards and guides in the CASCO tool-
box or elsewhere). 

For example, product certifica-
tion (using ISO/IEC Guide 65:1996 – 
currently under revision as ISO/IEC 

17065) may be appropriate for equip-
ment and bulk reagents. I would also 
mention here proficiency testing (PT) 
– an essential “ service” input which 
will be discussed later – and reference 
materials (RMs). The latter typically 
consist of small lots of homogeneous 
material “ carrying ” traceable assigned 
values. These values are used for cali-
bration and method validation and are, 
perhaps, the most critical consumable 
for a laboratory. 

Laboratory staff simply do not 
have the time, nor perhaps the expertise, 
to do a thorough second party evaluation 

of all their suppliers, so the acceptance 
of a third party independent accredita-
tion of both PT and RM providers is a 
sensible and cost-effective solution. 

This is why the recognition of the 
bodies providing PT services (against 
the requirements of the future ISO/IEC 
17043 in combination with ISO/IEC 
17025) and assigning values to reference 
materials (against ISO Guide 34:2000, 
General requirements for the compe-
tence of reference material producers, 
developed by ISO/REMCO, again in 
combination with ISO/IEC 17025) is 
gaining momentum.  

Perhaps one day REMCO will be 
able to convert ISO Guide 34 into an 
ISO/IEC 17000 series standard, there-
by providing laboratories with a har-
monized suite of general requirements 
standards for laboratories and directly 
related critical activity. In the meantime, 
the close, and very necessary, coopera-

tion between CASCO and REMCO is 
recognized.  

The promotion of international-
ly recognized PT and RM providers is 
essential because developing countries, 
in particular, have identified a lack of 
access to these as a major stumbling 
block in their attempts to trade their 
goods and services – and one of our 
main objectives is to reduce technical 
barriers to trade, rather than to create 
new ones.

A sound basis and 
framework

In summary, ISO/IEC 17025 alone 
may not be sufficient to cover all the needs 
of laboratories, but this is in no way a 
criticism of the standard itself – no sin-
gle standard can fully cover the plethora 
of different measurements that are car-
ried out globally on a daily basis. But it 
serves the essential purpose of provid-
ing the core general requirements and a 
sound basis and framework for the assess-
ment of laboratory competence.  

ISO/IEC 17025 can be supple-
mented sensibly by other ISO (and IEC) 
standards (or “ application” documents 
produced by other organizations) to pro-
vide a powerful tool to cover the wide 
range of global measurements. This 
necessitates, however, a close cooperation 
between CASCO, ISO technical commit-
tees and external users and stakeholders 
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(e.g. laboratories, regulatory/statutory 
authorities, accreditation bodies, etc.) 
to maximize the use of existing tools 
in a consistent and transparent manner 
and minimize the duplication of activi-
ties and proliferation of perhaps unnec-
essary new requirements.  

Market surveillance for 
laboratories

Proficiency testing (PT) has gained 
international acceptance as an essential 
monitoring activity in the assessment of 
the competence of laboratories. It is used 
by laboratories, regulators, accreditation 
bodies and other users of laboratory serv-
ices in a wide variety of sectors, and can 
be seen as an unique market surveillance 
tool for laboratories (are our measure-
ment results what they purport to be ?), 
their customers (are we getting value for 
money  ?) and laboratory accreditation 
bodies (are our on-site and other assess-
ment techniques effective ?).

The revision of ISO/IEC Guide 
43 (parts 1 and 2) is well underway 
and progressing smoothly.  The future 
standard – ISO/IEC 17043, a general 
requirements document for PT provid-
ers – will be a very valuable addition to 
the ISO/IEC 17000 series of standards 
in the CASCO toolbox.  The use of PT 
is particularly important in sensitive are-
as of trade (e.g. food), health and safety 

(e.g. medical services, patient care and 
sports-drug testing) and the environ-
ment (e.g. monitoring greenhouse gas-
es in various matrices and temperature 
measurement).

As mentioned before, it is essen-
tial that laboratories use proficiency test-
ing services that are provided in a com-
petent manner. Laboratories must take 
prompt and effective corrective action 
if their results do not “ comply ”. This 
can only be done if they have confi-
dence in the assigned values of the PT 
samples themselves and the evaluation 
techniques used by the PT provider to 
identify outliers. Many PT providers 
have already obtained third party inde-
pendent accreditation to provide recog-
nition of their competence – currently 
there are over 100 accredited PT pro-
viders and 70  % of ILAC full member 
accreditation bodies are either already 
offering this service or intend to do so 
in the future. 

I should also mention here one 
specialized form of PT, the “ key com-
parisons ”, which are conducted under 
the auspices of the BIPM. Here, the PT 
samples carry traceable assigned values 
and, as well as determining laboratory 
performance – in this case the Nation-
al Measurement Institutes (NMIs) – the 
interlaboratory comparisons allow for 
the verification of (previously claimed) 
calibration and measurement capabili-
ties (CMCs) – a specified range of meas-

urement values accompanied by reliable 
estimates of measurement uncertainty.  
These CMCs are essential in the dis-
semination of metrological traceability 
of measurement results from NMIs to 
field laboratories.

Best practice 
requirements

At this stage, it is intended that 
both parts of the existing ISO/IEC Guide 
43 will be combined into one standard, 
primarily directed at best practice gen-
eral requirements for the PT providers 
themselves, but including procedures 
in an annex for the use of PT results by 
interested parties, including laboratories, 
regulators and accreditation bodies.  

CASCO working group WG 28, 
which is carrying out this work, contains 
representatives from all interested parties, 
including PT providers from various sec-
tors, laboratory associations, accredita-
tion bodies, and BIPM. This fulfils one of 
ISO’s key strategic objectives – to ensure 
the involvement of representatives from 
stakeholder international organizations, 
in both the standards writing process 
and the review process.  All representa-
tives recognize the need for an updated 
general requirements standard to reflect 
global best practice given the increasing 
importance of PT and the rapid techni-
cal developments made in this area over 
the last few years.  

Even though I have been able to 
focus on only two of the “ ingredients ” 
of the CASCO toolbox, I hope this arti-
cle has given some insight into the intrin-
sic value of the ISO and IEC standards 
and their role in promoting international 
best practice in conformity assessment 
and related activity.  

It is essential that we provide 
transparency and clarity to the market-
place in our efforts to support sustain-
able development in our ever changing 
world. CASCO’s work is an integral com-
ponent as we strive to build capacity in 
the mix of metrology, standardization, 
conformity assessment and accredita-
tion and to meet the main objective of 
“ tested once, recognized and accepted 
everywhere ”.
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of conformity assessment from all over 
the world. IAF works very closely with 
the International Laboratory Accredita-
tion Cooperation (ILAC).

Multilateral recognition
The second purpose of the IAF 

is to establish multilateral recogni-
tion arrangements (MLAs) between its 
accreditation body members. The objec-
tive of these arrangements is to ensure 
mutual recognition of accredited certif-
icates between signatories to the MLA. 
The benefits to business and the market 
are certificates that can be recognized 
worldwide, as well as a lower cost of 
accredited certification and reduced risk 
of products or services being rejected by 
international trading partners. 


Global 
accreditation 
made easy with 
ISO conformity 
assessment 
toolbox

by Dr. Ing. Monika Wloka, 
Secretary of the International 
Accreditation Forum (IAF) 
multilateral recognition 
arrangements management 
committee, and Dr. Ing. Thomas 
Facklam, Chair of IAF

Accreditation assures businesses and 
end-users that a conformity assess-
ment body providing certification 

to a standard holds the required compe-
tence and impartiality to do so. The prima-
ry objective of the International Accredi-
tation Forum (IAF) is to develop a single, 
global programme for conformity assess-
ment to ensure that accredited certificates 

may be relied upon, thus reducing risk for 
business and end-users. 

The IAF is a global association 
of accreditation bodies, certification/
registration body associations and oth-
er organizations involved in conformi-
ty assessment activities in a variety of 
fields including management systems, 
products, services and personnel.

IAF has 52 accreditation body 
members, three regional accreditation 
organizations – the European Coopera-
tion for Accreditation (EA), the Pacific 
Accreditation Cooperation (PAC) and 
the Interamerican Accreditation Coop-
eration (IAAC) – and 16 other members, 
including associate, partner and observ-
er members coming from different fields 

To meet these objectives, IAF needs 
international standards not only for prod-
ucts, systems and services, but also for 
conformity assessment activities, such as 
certification, inspection and, last but not 
least, accreditation. These standards provide 
IAF accreditation bodies with a base for 
comparability of certification results.

Certified once, accepted 
everywhere 

The ISO/IEC 17000 series is the 
basis of the so-called “ CASCO tool-
box”, a complete collection of conform-
ity assessment standards.

The ISO/CASCO toolbox sup-
ports the harmonization process in the 
field of conformity assessment and there-
with significantly contributes to the com-
parability and recognition of certifica-
tion results.

IAF is an A-liaison member of 
ISO/CASCO. This allows IAF to partic-
ipate from the early stages in the techni-
cal work, as well as to provide CASCO 
with input following identification of any 
potential common problematic issues. 

“ Business and markets 
benefit from certificates 
that can be recognized 

worldwide.”
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The use of the ISO/CASCO tool-
box in IAF is one of the important pre-
conditions for establishing an MLA. 
IAF can only achieve its aim of world-
wide recognition and accreditation with 
MLAs through the implementation of the 
harmonized requirements documented 
in these standards. These eliminate the 
need for suppliers of products or servic-
es to be certified in each country where 
they operate, enabling IAF to revive its 
slogan “ Certified once – accepted eve-
rywhere ”.

 ISO/IEC 17040:2005, Con-
formity assessment – General require-
ments for peer assessment of conformi-
ty assessment bodies and accreditation 
bodies, is a helpful tool for developing 
special requirements and rules for eval-
uation of single accreditation bodies 
in IAF and ILAC, as well as in region-
al groups, such as EA, PAC and IAAC. 
This standard provides general require-
ments for signing applicable multilat-
eral recognition arrangements. IAF and 
ILAC used this standard to prepare har-
monized evaluation rules and find a com-
mon understanding on how peer assess-
ments should be carried out.

To date, 40 accreditation member 
bodies and three regional MLA groups 
have signed the IAF MLAs in the fields 

of quality management systems (QMS), 
environmental management systems 
(EMS), and product certification. A 
new MLA on certification of persons is 
in preparation. 

The use of ISO/IEC standards 
and guides in the IAF MLAs is shown 
in Figure 2.

ISO/IEC 17021:2006, Conformity 
assessment – Requirements for bodies pro-
viding audit and certification of manage-
ment systems, replaces the previous ISO/
IEC Guide 62, General requirements for 
bodies operating assessment and certifi-
cation/registration of quality systems, and 
ISO/IEC Guide 66, General requirements 
for bodies operating assessment and cer-
tification/registration of environmental 
management systems (EMS). 

“ International standards 
provide IAF accreditation 

bodies with a base  
for comparability  

of certification results.”
An overview of the most impor-

tant standards included in the ISO/CAS-
CO toolbox and how they are interrelat-
ed is given in Figure 1. 

IAF holds a list of endorsed doc-
uments, which is updated from time to 
time. The IAF memorandum of under-
standing (MoU) and other IAF documents 
included in the list require members to 
support the implementation of ISO Inter-
national Standards and Guides endorsed 
by IAF (IAF PR 4:2007). Information and 
documents can be downloaded from the 
IAF home page (www.iaf.nu).

The list was last updated in May 
2007, and includes International Stand-
ards from the ISO/CASCO toolbox, such 
as ISO/IEC 17011, ISO/IEC 17020, ISO/
IEC 17021, ISO/IEC 17024, and ISO/
IEC 17040 (described below).

A useful set of tools
ISO/IEC 17011:2004, Conform-

ity assessment – General requirements 
for accreditation bodies accrediting con-
formity assessment bodies, is applicable 
to all accreditation body members of IAF. 
It forms the basis of peer evaluation con-
cerning impartiality and competence of 
accreditation bodies. This international 
standard ensures that all accreditation 
bodies comply with the same require-
ments in terms of organization and struc-
ture. Thus, accreditation bodies follow 
the same rules for the assessment of con-
formity assessment bodies.

Figure 1

Figure 2

IAF MLA International standards 
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International standards 
for conformity  
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QMS certification ISO/IEC 17011 ISO/IEC Guide 62:1996
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Product certification ISO/IEC 17011 ISO/IEC Guide 65 :1996
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(in preparation)
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These guides were used as the basis 
for accreditation of certification bodies 
for QMS and EMS. IAF had therefore 
developed interpretation papers (clari-
fying where needed what the require-
ments included in the guides involved). 
The results are the IAF guidance on the 
application of ISO/IEC Guide 62 (IAF 
GD 2:2005) and the IAF guidance on the 
application of ISO/IEC Guide 66 (IAF 
GD6: 2006). These documents describe 
the common understanding in IAF con-
cerning conformance to requirements in 
ISO/IEC Guides 62 and 66. 

should therefore be clear to management 
certification bodies, and there proba-
bly will be no need for IAF to develop 
guidance documents. ISO/IEC 17021 
is a good example of where the updat-
ing and elaboration of a standard took 
place in close collaboration with groups 
of experts, and stakeholders incorporat-
ed their experience.

Certifying persons
ISO/IEC 17024:2003, Conform-

ity assessment – General requirements 
for bodies operating certification of 
persons, specifies the requirements for 
bodies certifying persons, including the 
development and maintenance of certifi-
cation schemes. This standard was elab-
orated based on a European standard, as 
certification of persons is already well 
established in the majority of Europe-
an countries, but is not so commonly 
applied in other regions. 

IAF therefore decided after pub-
lication of this standard that there was 
a need for an international IAF MLA 
in this field together with an appropri-
ate interpretation document. The IAF 
General Assembly decided in Sydney 
in October 2007 to  :

• establish the MLA for accreditation of 
persons certification bodies in IAF  ; 
and 

• commence the peer evaluation for the 
MLA.

The IAF guidance on the appli-
cation of ISO/IEC 17024 was discussed 
with all interested parties in the IAF com-
munity. The document provides guidance 
to certification bodies seeking accredita-
tion. It also enables accreditation bodies 
to harmonize the application of stand-
ards. It was agreed that IAF-recognized 
schemes would be restricted to those sub-
mitted for global use and preferably by 
international standards.

The future of product 
certification

ISO/IEC Guide 65:1996, General 
requirements for bodies operating prod-
uct certification systems, (marked in red 
in Figure 1) is currently under revision. 
ISO members decided to write a stand-
ard (ISO/IEC 17065) providing gener-
al requirements for product certifica-
tion bodies. ISO/IEC Guide 65 is well 
established in the conformity assessment 
community of IAF. In fact, IAF has pub-
lished a guidance document on ISO/IEC 
Guide 65 (IAF GD 5:2006). The IAF 
MLA for product certification is based 
on this guidance and on ISO/IEC Guide 
65. At present, two regional accreditation 
groups and 28 accreditation bodies have 
signed the IAF product MLA.

IAF’s experience with these 
requirements for bodies operating product 
certification systems as well as using the 
guide in the IAF network by IAF MLA 
signatories will be included when pre-
paring the new standard. All technical 
and practical solutions and experience 
in the IAF application guidance will be 
submitted to the working group develop-
ing the standard (ISO/CASCO WG 29, 
Product certification) to be considered 
as input from interested parties.

IAF will provide assistance to 
this working group to achieve an inter-
nationally relevant and understandable 
standard, ensuring that no application 
guidance on the certification of prod-
ucts is subsequently needed.
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ISO/IEC 17021 is a relatively 
new standard. The transition period for 
its implementation by accredited certifi-
cation bodies under the IAF MLA must 
be completed by September 2008. 

During the preparation of the 
new ISO/IEC 17021 standard, a lot of 
requirements and information from the 
IAF guidance on the application of ISO/
IEC Guides 62 and 66 were incorporated. 
The implementation of ISO/IEC 17021 

 “The ISO/CASCO 
toolbox is an important 

precondition for 
establishing an IAF 

multilateral recognition 
arrangement.”

IAF MLA International standards 
for accreditation  
and assessment

International standards 
for conformity  

assessment bodies

QMS certification ISO/IEC 17011 ISO/IEC Guide 62:1996

ISO/IEC 17021: 2006

EMS certification ISO/IEC 17011 ISO/IEC Guide 66 :1999

ISO/IEC 17021: 2006

Product certification ISO/IEC 17011 ISO/IEC Guide 65 :1996

Certification of persons  
(in preparation)

ISO/IEC 17011 ISO/IEC 17024: 2003
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6 partners Americas

38 000 certificates

23 partners 
Europe

163 000 
certificates

Over  
200  

subsidiaries  
worldwide

7 partners Asia Pacific

 100 000 certificates

Figure 1 –  IQNet global coverage

IQNet’s 
harmonized 
approach towards 
assessment and 
certification

by Tony Di Palma, Managing 
Director, IQNet

S ince its inception, IQNet has 
grown to become an expansive 
international network of part-

ner certification bodies, with cover-
age in about 80 countries. A third of 
all management system certifications 
worldwide are estimated to have been 
issued through IQNet partners. This 
represents a staggering number of cer-
tificates totalling over 300 000.

The collaboration between IQNet 
partners is facilitated by the adoption of 

a harmonized approach towards assess-
ment and certification.  Confidence in 
conformance to the IQNet harmonized 
approach is gained through a peer eval-
uation system, which also enables part-
ners to share best practice.

This system allows IQNet part-
ners to recognize each other’s certifica-
tions, providing the basis for a co-cer-
tification process where a management 
system certified by one IQNet partner 
is accepted globally throughout the 
network. This co-certification process 
greatly facilitates trade for organizations 
certified by any IQNet partner.

A large proportion of IQNet 
partners participate in ISO’s policy 
development committee on conform-
ity assessment (CASCO) – including 
the following working groups :

• CASCO/WG 21, Management  
system certification ; 

• CASCO/WG 23, Common  
elements in ISO/IEC  
Standards for conformity  
assessment activities ;  

• CASCO/WG 25 – Alignment of ISO/IEC 
17025:1999 with ISO 9001:2000 ;

• CASCO/WG 26 – Revision of ISO/
IEC Guide 53:1988 ;

• CASCO/WG 28, Proficiency testing ; 
and  

• CASCO/WG 29, Product certifica-
tion.  

IQNet also participates in nation-
al mirror groups. 

IQNet partner commitment and 
contributions extend from participation 
in the development of standards, through 
to their adoption, and consistent imple-
mentation throughout the network.

“ This system allows  
IQNet partners to  

recognize each other’s 
certifications.” 

Main Focus
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Figure 2 –  With a basis of 250 criteria, 
performance level is measured against 
defined benchmarks and best practices in 
10 fields of excellence.

Harmonization within 
IQNet

A uniform adoption of standards 
is critical for the effective operation of 
the global network. Harmonization in 
the interpretation and adoption of stand-
ards is fundamental to IQNet as a cohe-
sive body with dependable consistency 
in partner approach.

A specific committee, the Stand-
ing committee on harmonization and 
best practice (SCH), was established in 
IQNet at the very beginning. Its objec-
tive is to :

• facilitate collaboration and coopera-
tion between partners ;

• develop guidance documents on man-
agement system assessment ; and

• manage the representation of IQNet 
to external parties in relation to these 
matters.

Over the years, the committee has 
been instrumental in harmonizing IQNet 
partner approach in relation to :

• management system audit duration 
and multi-site audits ;

• integrated assessments ;

• occupational health and safety (OHS), 
environmental management system 
(EMS) and integrated safety manage-
ment systems (ISMS) assessments ;               

• cooperation of IQNet partners ; 

• procedure for IQNet certification ;            

• IQNet position on the transition to 
ISO/IEC 17021:2006, Conformity 
assessment – Requirements for bod-
ies providing audit and certification 
of management systems.                              

A peer assessment process is 
implemented within IQNet to ensure that 
the harmonized approach is effectively 
sustained throughout the network.

Peer assessment 
Since IQNet was founded, all 

partners have recognized the importance 
of an effective peer assessment system 
to ensure consistency amongst part-
ners. The IQNet peer assessment proc-
ess promotes the use of ISO manage-
ment and conformity assessment stand-

ards and fulfils the criteria of ISO/IEC 
17040:2005, Conformity assessment – 
General requirements for peer assess-
ment of conformity assessment bodies 
and accreditation bodies.

An effective peer assessment sys-
tem serves as a tool to advance partner 
performance and, in doing so, strengthens 
the network. It is also fundamental in the 
support of mutual recognition between 
partners with respect to the integrity of 
conformity assessments. 

Peer audits expedite the elimi-
nation of weaknesses and support the 
transfer of knowledge and best practices 
throughout the network, thus contribut-
ing to practical continuous improvement. 
This provides the trust and transparency 
necessary for an effective partner coop-
eration process, leading to mutual rec-
ognition and its intrinsic trade facilita-
tion for IQNet certified clients. 

For IQNet and its partners, the 
application of ISO standards and the 
CASCO toolbox is of high importance. 
It allows us to evaluate and compare 
the maturity of established certification 
business processes against internation-
ally recognized criteria and assists the 
network in the organization of its peer 
assessment system.

Conformity assessment

About the author

Tony Di Palma is IQNet’s  
Managing Director. His involvement in 
conformity assessment spans over 20 
years, with a focus on the management 
systems certification industry throughout 
the Asia Pacific region. He oversees the 
harmonization and peer assessment  
processes at IQNet and heads the IQNet 
Limited certification division  
(concentrating on unique and specialist 
conformity assessment schemes).

Example BPE-Performance 
Profile

Evaluated elements

1 Quality on business planning and control

5 Management of business processes

3 Management of product portfolio

7 Use of partnerships

10 Promotion and communication

2 Focus on customers and interested parties

6 Use of improvement tools

9 Non-financial results

4 Management of competence

8 Financial results

Result

Result 1

8.0

6.0

7.0

8.0

8.0

7.0

7.0

8.0

6.0

7.0

7.2

2 3 4 5 6 7 8 9 10

(for auditors  
and personnel)
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Within IQNet, the peer assess-
ment system has been implemented for 
17 years. Through its continuous devel-
opment it has become a highly useful 
management tool, yielding some remark-
able results. 

The IQNet peer assessment sys-
tem was brought in line with the require-
ments of ISO/IEC 17040 in 2005. When 
implementing this newly established 
international standard, all respective 
processes were checked for compliance 
and adjusted where necessary. 

IQNet views the introduction 
of ISO/IEC 17040 as a positive devel-
opment. It contributes to the general 
comparability and credibility of peer 
assessment systems and in this way 
promotes improvement. The standard 
presents the important features clear-
ly and is intended to facilitate process 
optimization. 

Facilitating consistent 
implementation

The current IQNet peer assess-
ment system is :

• conducted under the auspices of the 
peer review and membership commit-
tee ; 

• consists of a specialized team of 29 
assessors from 17 countries ;

• includes annual auditor training ; 

• incorporates a system for regular per-
formance measurement ;

• operates from a Web-based plat-
form ; 

• has exceeded 300 audits involving 
more than 2 000 auditor days ; 

• is the basis for implementation of the 
mutual recognition of partner certifi-
cates and audit results.

In some respects, IQNet is both 
a user and promoter of ISO/CASCO 
standards. The IQNet peer assessment 
system encompasses various interna-
tional standards for management sys-
tems and auditing, and for the manage-
ment of certification bodies. In the field 
of conformity assessment, the ISO/IEC 
Guides 62, General requirements for 
bodies operating assessment and certi-
fication/registration of quality systems 

The BPE model has already been 
applied over 20 times since its intro-
duction and has demonstrated its stra-
tegic value to IQNet’s partners. Users 
of the model receive an individual per-
formance profile and a list of strategic 
improvement elements and strengths, 
all part of an assessment designed to 
expedite performance improvements 
through benchmarking.

The international standards from 
ISO and the CASCO toolbox benefit-
ed the development of a mature peer 
assessment system in IQNet.

Challenges for the future 
The future holds many varied 

challenges for conformity assessment. 
One of the more immediate relates to 
the need for consistent interpretation 
amongst accreditation bodies in refer-
ence to ISO/IEC 17011:2004, Conform-
ity assessment – General requirements 
for accreditation bodies accrediting 
conformity assessment bodies. Mutual 
recognition between accreditation bod-
ies also remains a key challenge for the 
near future.  

and 66, General requirements for bodies 
operating assessment and certification/
registration of environmental manage-
ment systems (EMS)1) as well as ISO/
IEC 17021 and the ISO 19011: 2002, 
Guidelines for quality and/or envi-
ronmental management systems audit-
ing standards are of particular impor-
tance. They all form part of the IQNet 
membership criteria (i.e. conformity 
and performance proof through regu-
lar peer assessments). 

Through systematic training of 
the peer assessment auditors and the 
well established audit regime, IQNet 
ensures that the relevant standards and 
their contents are understood, facilitat-
ing consistent implementation by the 
partners. In doing so, IQNet promotes 
full support for the proper implementa-
tion of ISO/CASCO standards. 

Sharing best practice 
IQNet is committed to the con-

tribution of ongoing business success 
of its partners, and in 2003 the peer 
assessment system was supplement-
ed by a compatible assessment model 
designed for best practice evaluation and 
sharing. This new best practice evalua-
tion (BPE) model gave greater empha-
sis to processes dealing with custom-
er loyalty, value creation and success, 
and to the measurement of perform-
ance. With a basis of 250 criteria, the 
performance level is measured against 
defined benchmarks and best practices 
in 10 fields of excellence (see Figure 
2, preceding page). 

“ For IQNet and its 
partners, the application 
of ISO standards and the 
CASCO toolbox is of high 

importance.”

As always, any challenge repre-
sents an opportunity for advancement; 
IQNet looks forward to an enhanced con-
formity assessment environment where 
these have been successfully resolved 
to the benefit of all parties.

“ ISO 17040 presents 
important features clearly 

and is intended to facilitate 
process optimization.”

1)  ISO/IEC 17021:2006, Conformity 
assessment – Requirements for bodies 
providing audit and certification of 
management systems, replaces ISO/IEC Guide 
62:1996 and Guide 66:1999.
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1)  The IATF is the recognizing body of 
ISO/TS16949 certification that includes the 
global automotive supply chain.

Ensuring vehicle 
performance

by Joe Bransky, International 
Automotive Task Force 
delegation leader to ISO/TC 176, 
Quality management and quality 
assurance

Effective supply-chain man-
agement is critical in the automotive 
industry. There are thousands of com-
ponents in a vehicle’s systems and sub-
systems. Upon final assembly, the vehi-
cles produced are shipped into a com-
petitive and high-volume global vehi-
cle market. 

In many cases, vehicle manu-
facturers source over 70 % of the vehi-
cles’ contents from supply organiza-
tions positioned at different tiers in the 
automotive supply chain. These organ-
izations are asked not only to manu-
facture materials and parts, but also to 
design, develop, validate and introduce 
new technology. 

Copyright 2007, International Automotive Oversight Bureau (IAOB)
All Rights Reserved1

The Technical Specification (Standard) and the 
Certification Scheme (Rules)

common 
language of 
requirements

common CB process

Conformity assessment

In today’s lean manufacturing 
environment, huge contingency stocks of 
inventory have given way to just-in-time 
logistics and delivery. The lean invento-
ries of parts and materials mean that a 
supplier’s quality management system 
(QMS) capability and related perform-

ance is essential. The risks of failure 
for all the organizations involved, and 
in particular for vehicle manufacturers, 
can be great. 

Monitoring and assessment of 
suppliers, including their compliance 
to QMS, is thus an integral part of the 
automotive supply chain management 
strategy, where conformity assessment 
plays a crucial role.

Against inefficiency and 
redundancy

The approach of the International 
Automotive Task Force (IATF)1) to con-
formity assessment had its foundation in 
the early and mid-1990s, when multiple 
national automotive standards – as well 
as those of vehicle manufacturers – were 
used in assessments by organizations, 
customers and certification bodies. 

Multiple standards meant multiple 
audits for supplier organizations. Although 
these audits were reasonably effective, 
this situation created redundancy and inef-
ficiency for vehicle manufacturers and 
their suppliers. 
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Communication boards as shown here are 
used by organizations in the automotive 
supply chain to provide feed-back to all 

personnel. Such Boards are an important 
tool to focus on prevention, error proofing 
and corrective action processes subject to 

ISO/TS16949 audits.

2)  ISO/IEC 17021:2006, Conformity 
assessment – Requirements for bodies 
providing audit and certification of 
management systems, replaces ISO/IEC 
Guide 62:1996 and Guide 66:1999, General 
requirements for bodies operating assessment 
and certification/registration of environmental 
management systems (EMS).

Main Focus

IATF’s challenge was 
to achieve harmonization 
so as to reduce these draw-
backs, and also to improve 
assessment effectiveness. The 
automotive industry needed 
a better assurance of credi-
ble certification. IATF then 
sought an alternative that 
would address both the multi-
plicity of QMS standards and 
related certification practic-
es, including oversight. 

The harmonization initiative of the 
IATF resulted in two significant outputs 
and publications. The first was ISO/TS 
16949:1999, Quality systems – Automo-
tive suppliers – Particular requirements 
for the application of ISO 9001:1994. 

This technical specification – 
developed through ISO technical com-
mittee ISO/TC 176, Quality management 
and quality assurance – was the result of 
a pilot study addressing the automotive 
industry’s interest in harmonizing the 
myriad of existing standards. Following 
its release, a second edition has already 
been published based on the latest ver-
sion of ISO 9001:2000 on quality man-
agement systems: ISO/TS 16949:2002, 
Quality management systems – Partic-
ular requirements for the application of 
ISO 9001:2000 for automotive produc-
tion and relevant service part organiza-
tions. This specification covers the glo-
bal automotive supply chain, where over 
37 000 certificates of conformity have 
already been issued.

Initiatives of the 
International Automotive 
Task Force

In order to address certification 
practices and oversight, the IATF posi-
tioned itself as the recognizing body of 
ISO/TS 16949 in accordance with ISO/
IEC Guide 62, General requirements for 
bodies operating assessment and certifi-
cation/registration of quality systems 2). 

The IATF then published its “ rules ” on 
auditing and certification management 
– Automotive Certification Scheme for 
ISO/TS 16949:2002, Rules for Achiev-
ing IATF recognition (now in its second 
edition). The IATF also established con-
tracts for recognizing certification bodies 
(CB) so as to conduct audits and issue 
certificates of conformity.

The IATF has a proc-
ess for recognizing CBs. 
Although the IATF is not 
currently processing appli-
cations for CB recognition, 
the application process is 
rigorous and includes onsite 
audits by IATF oversight. 
The recognition process is 
lengthy, requiring exten-
sive due diligence by the 
applicant. Another initiative 
addressing oversight respon-

sibilities is the auditor qualification and 
licensing process. To audit ISO/TS 16949, 
auditors qualify through recognized CBs 
and licensing. The first-time pass rate is 
less than 50  % for new applicant auditors 
seeking to be IATF licensed. 

Unquestionable 
assurance

In summary, all of the important 
oversight activities and projects, includ-
ing those described here, are tracked, 
measured and reported to the IATF. Its 
key objective is to unquestionably assure 
meaningful conformity assessment. 

The IATF views ISO/TS 16949 and 
its related certification scheme as a manu-
facturing QMS standard. The focus of con-
formity assessment in this context is prod-
uct realization related to product develop-
ment, manufacturing processes including 
design, manufacturing operations, and the 
purchase of products and services. 

About the author

Joe Bransky 
serves as  
General Motors’ 
representative to 
the ISO/TS 
16949 Interna-
tional Automo-
tive Task Force 
(IATF) and the 
North American 
Supplier Quality 

Requirements Task Force (SQRTF).  
Mr. Bransky is the IATF delegation 
leader to the ISO technical committee, 
ISO/TC 176. He represents the Automo-
tive Industry Action Group (AIAG) on 
the Board of the National Cooperation 
for Laboratory Accreditation (NACLA). 

The IATF membership is a con-
sortium of 14 voting members, including 
nine vehicle manufacturers and five sup-
plier trade associations, where collabo-
ration is essential for working towards 
credible conformity assessment. Five 
oversight offices situated in Europe and 
North America provide the infrastruc-
ture for its operations and implemen-
tation. An administrative office repre-
senting the five oversight offices was 
also recently opened in Beijing. 

The oversight offices focus on 
witness audits, auditor qualification 
(licensing), database management, 
CB recognition and oversight includ-
ing contract management. Some exam-
ples include the ongoing IATF witness 
auditing which has led to improved 
performance of CBs. CBs may be sub-
ject to suspension or non-recognition 
for failure to comply with the IATF 
requirements. 

“ Effective supply-chain 
management is critical in 
the automotive industry.”
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Adapted from ISO 9001:2000 (printed with permission) – Model of process-based QMS

Conformity assessment

– review of organization perform-
ance measures to confirm that the 
management system in question is 
working effectively.

• Continual improvement of the system 
applies to all aspects of implementing 
effective conformity assessment. 

Strength and credibility
In conclusion, IATF seeks to 

ensure credible certification through 

• a robust standard with the specificity 
to meet industry needs ; and 

• a credible, well-managed certifica-
tion scheme. 

A vigorous standard is not enough 
if its certification scheme is weak, as this 
will ultimately undermine the confidence 
of suppliers, vehicle manufacturers, and 
all other interested stakeholders. The 
IATF’s involvement – with resources and 
a management system – in conformity 
assessment within the automotive indus-
try using ISO/TS 16949 thus brings val-
ue to all organizations involved. 

The critical test is whether ISO/
TS 16949 certification meets the needs 
of vehicle manufacturing and assembly 
centers concerning supply-chain QMS 
performance of vehicle engineering 
and manufacturing processes. The vol-
ume of certifications and the improve-
ments in product quality and reliabil-
ity by the certified supply chain con-
firm the credibility of ISO/TS 16949. 
In addition, this initiative is contribut-
ing to the overall improvement of sup-
ply-chain performance.

The model (left), adapted from 
ISO 9001:2000 best describes the way 
forward for effective conformity assess-
ment. In IATF, we call this the “ line of 
sight process approach ” between the 
customer and the organization. 

The late Peter Drucker, a well-
respected management guru, best sum-
marized the premise for IATF’s direc-
tion with the following quote  : “Cus-
tomer demand and their willingness to 
pay for a product or service is the only 
measure of quality.” 

The IATF expectations are that sup-
ply organizations have a process-driven 
QMS that fulfils requirements, surfaces 
problems, addresses contingencies, effec-
tively utilizes and manages people, and 
listens to its customers to address their 
needs and concerns. In order to achieve 
this, supply organizations need to under-
stand the requirements and define their 
product realization processes, including 
support functions in accordance. 

In addition, organizations need 
to monitor the performance of their pro-
cesses based on internal and external feed-
back. Lastly, organizations must address 
customer concerns and feedback through 
proper planning focused on prevention 
and corrective action. 

The third party audit conducted 
by IATF-recognized CBs is designed to 
assure conformity using the ISO/TS 16949 
requirements as well as any customer-
specific requirements that may exist. The 
IATF believes that this technical speci-
fication can bring an important level of 
QMS certainty to an organization. 

Lessons learned 
Below are the lessons learned by 

the IATF in the development and evolu-
tion of ISO/TS 16949. 
• A systems approach is essential to 

effectively implement a standard and 
related conformity assessment lead-
ing to certification. The conformity 
assessment processes in place need 

to respond to the fundamental ques-
tions of what is important and why.

• The standard and the certification 
scheme have equal importance.

• The former needs to be concise and 
robust with sufficient detail so as to 
be meaningful to the specifiers – cus-
tomers and regulators requesting its 
application – as well as to key stake-
holders. The certification scheme, 
on the other hand, requires proactive 
management, including specifying 
requirements for accreditation bod-
ies, certification bodies and auditors. 
No new standard should be released 
without assurance of a defined man-
agement approach for credible con-
formity assessment.

• Accountability of both certification 
and accreditation bodies is critical to 
credible certification. Talking about 
accountability is not enough. A sanc-
tioning authority is needed to make 
and monitor policy. 

• Auditors need to be licensed with 
ongoing auditor development to meet 
changing customer requirements and 
dynamics of the marketplace. 

• Among the important steps to be empha-
sized and effectively implemented when 
conducting an audit, are  :

– organization readiness ;

– audit planning ;

– process-focused audits ; and
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A bold vision forward
Because of the chaotic state of the 

telecommunications industry, the founders 
of QuEST (Quality Excellence of Supplies 
of Telecommunications) Forum clearly 
needed a bold vision to help build con-
sensus and cooperation among industry 
leaders that were also fierce competitors. 
The vision developed was “  to become the 
key global force in the telecommunica-
tions industry to improve quality of prod-
ucts and services to customers ”. Today, 
this vision has largely been realized, with 
approximately 150 member companies 
working together to foster telecommuni-
cations quality not only in North Ameri-
ca but around the globe.

The result of these efforts was 
TL 9000, a quality management sys-
tem which provides the industry with a 
single quality language. Based on ISO 
9001: 2000, Quality management sys-
tems – Requirements, it contains all of 
the ISO standard’s requirements plus 90 
additional requirements specific to the 
telecommunications sector. TL 9000 
also provides a series of quality meas-

urements unique among industry sector 
standards, allowing benchmarking with-
in many segments of the telecommuni-
cations supply chain.

Adding industry-specific 
value to ISO 9001

TL 9000 is, and will continue to 
be, tightly linked to ISO 9001:2000. In 
fact, QuEST Forum members recognize 
that the ISO 9001 standard brings intrin-
sic value by establishing a solid frame-
work for quality management based on 
leadership, management commitment, 
fact-based decision-making and other 
basic principles.

In order to address issues spe-
cific to the telecommunications supply 
chain, QuEST Forum work groups have 
over time added to TL 9000 a further 90 
requirements called “ adders ”. Adders 
are designed to add value by addressing 
historically-critical industry issues not 
included in the more generic ISO 9001. 
For instance, to ensure that organizations 
can continue to meet customer needs dur-

TL 9000 –  
A telecom 
industry success 
story

by Robert Clancy,  
Vice President, BIZPHYX, Inc.

When Bell Atlantic, Southwestern 
Bell, Nortel, Alcatel and oth-
er major telecommunications 

firms first began discussing an industry 
sector quality standard in 1996, the global 
cost of poor telecommunications quality 
was estimated to be about 50 million US 
dollars. Added to that, the deregulation of 
AT&T in North America had led to two 
major issues affecting telecommunica-
tions network quality, namely:

• a plethora of new suppliers introduc-
ing products into the network ; and 

• the lack of a global standard for tele-
communications product and service 
quality.

The industry was further stressed 
by rapid changes in technology, con-
sumer demand for highly mobile voice 
and data services, and the massive out-
sourcing of the global telecommunica-
tions supply chain.

Main Focus
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ing a network interruption or facilities 
damage, a requirement for a document-
ed disaster recovery was added.

Work teams also felt the need to 
add specific training requirements to help 
prevent problems during the introduc-
tion of new products and services. One 
such requirement is to train employees 
to properly handle electrostatic sensitive 
devices (ESD). The idea is that this will 
help prevent latent damage to ESD as 
they are introduced into the field.

The result of these adders is a 
very stable and mature quality stand-
ard that is currently in release version 
4.0. Though solid and stable, TL 9000 
continues to evolve. QuEST Forum 
member research recently produced 
an exhaustive list of cross referenc-
es between TL 9000 and the software 
quality approach CMMI (Capabili-
ty Maturity Module Integration), and 
between TL 9000 and the automotive 
quality standard ISO/TS 16949:2002, 

Improvements  
in the industry 

The TL 9000 quality management 
standard has been most widely deployed 
in the “ landline ” or traditional service 
provider supply chain. Improvement in 
critical key performance indicators for 
participating organizations has been real. 
For instance, one problem that plagued 
the industry for many years was non-
conforming installations (those with 
sufficient installation defects for them 
to fail a standardized quality audit). 
This issue, together with others such 
as on time delivery, became a focus for 
QuEST Forum.

Certifying installation compa-
nies are required to report measurements 
in these categories. Figure 3, overleaf, 
shows the improvement made in noncon-
forming installations as measured by the 
percent of nonconforming jobs to total 
jobs audited. Companies improved from 
over 50  % nonconforming job audits to 
less than 1  %.

Finally, TL 9000 places huge 
emphasis on a formal product life cycle. 
The life cycle model ensures that organi-
zations establish and maintain the meth-
ods, processes and procedures necessary 
to make sure that products are designed, 
developed, tested, released and main-
tained according to specific customer 
and regulatory requirements.

Quality management systems – Particu-
lar requirements for the application of 
ISO 9001:2000 for automotive produc-
tion and relevant service part organi-
zations. QuEST Forum members will 
comment and vote on adding compa-
rable elements of CMMI and ISO/TS 
16949 to TL 9000 wherever they con-
sider there to be value for the standard 
and QuEST Forum members.

Growth and globalization 
of certifications

The success of QuEST Forum’s 
fostering of the TL 9000 quality manage-
ment standard is clear. TL 9000 certifica-
tions have grown consistently from 15 in 
the year 2000 to nearly 1  000 registered 
locations worldwide by mid 2007 (see Fig-
ure 1), as service providers and suppliers 
accept and adopt the standard.

Not only has the total number of 
registrations grown, but the mix of regis-
trations has changed as the standard has 
become recognized globally. Figure 2 
shows the composition of registrations 
in 2000 versus the picture today. QuEST 
Forum currently has active regions with 
volunteers participating in Asia-Pacific, 
Europe, Middle East and Africa (EMEA) 
and North America. The Asia Pacific 
region has subregions in Australasia, 
China, Japan and Korea.

Figure 1 – Cumulative certified locations

Figure 2 – Globalization of TL 9000 
certifications

Conformity assessment

About the author

Robert Clancy graduated with a BA 
Degree from Kansas University and 
began his career in 1972 with Communi-
cations Corporation of America, a lead-
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of DSC’s implementation of ISO 
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Council. In 2001, he co-founded BIZ-
PHYX Inc. to provide implementation, 
support, and training services relating to 
TL 9000. BIZPHYX is a member of the 
QuEST Forum, the TL 9000 governing 
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Looking ahead
As the deployment and main-

tenance of TL 9000 continues, what 
specific issues lie ahead  ? The current 
deployment of TL 9000 is mostly with-
in the traditional wire line segment of 
the telecommunications industry. This 
must change because the industry land-
scape is changing.

Wireless service is replacing stand-
ard wire line service with each succes-
sive generation. As wireless replaces wire 
line as the primary means of communi-
cation, wireless consumers are increas-
ingly reliant on E9111) and other critical 
communications services. Consumers 
previously satisfied with a lower quali-
ty of wireless service now require wire-
less service providers to deliver video, 
mobility and emergency services with 
wire line quality and reliability. Inter-
ruptions, long connect times and calls 
that cannot be completed are no long-
er acceptable.

Focusing on end users
For telecommunications consum-

ers, ordering services, straightening out 
a billing error, or calling for repair work 
is often a daunting experience in spite of 
everything that has been done to max-

1)  E911, or Enhanced 911, is a caller-
location enhancement of the 911 emergency-
calling system in the USA. 

Figure 3 – Nonconforming installations
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imize the quality and reliability of the 
network. QuEST Forum should encour-
age service providers to certify their cus-
tomer-facing organizations to TL 9000 
and to measure customer experience and 
satisfaction in meaningful ways to drive 
continual improvement.

Improving hard currency 
ROI

Finally, QuEST Forum member 
survey data indicate that TL 9000 regis-
trants have not seen hard currency ROI 
(return on investment) from the imple-
mentation of the standard. QuEST Forum 
is in a position to provide resources to 
help organizations solve this problem. 
The main reason that companies do not 
realize ROI is that they assume that the 
journey is done when they have completed 
the implementation of TL 9000. In fact, 
implementing TL 9000 provides a great 
framework for cost reduction, but will 
not guarantee it. Management must also 
focus on specific cost reduction projects 
to drive cost out of the business.

A bright future 
The outlook for TL 9000 is bright. 

TL 9000 is a flexible, robust quality 
standard with the unique characteris-
tic of requiring certifying companies to 
report performance measurements to an 
unbiased third party. As QuEST Forum 

continues to strengthen its capabili-
ties, TL 9000 requirements and meas-
urements will further enable wire line, 
wireless and cable operators to deliver 
high quality voice, video, and data reli-
ably when and where consumers want it. 
Coupled with other tools, TL 9000 will 
provide real ROI and improved custom-
er satisfaction.

Percent of 
nonconforming 
installation  
audits, July 2001  
to June 2007.
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Auditing auditors –  
A standard 
for reliable 
certification 
bodies 

by Alister Dalrymple and Randy 
Dougherty, Co-convenors,  
ISO/CASCO/WG 21, 
Management system certification

Certification and auditing is all about 
generating confidence. Organiza-
tions see the value of consensus-

based ISO International Standards and see 
obtaining certification to these standards 
as a way to give assurance that they are 
being correctly applied. However, how 
can we have confidence in the auditor or 
certifier or, in other words, who audits 
the auditors?

ISO has developed a standard that 
provides audit and certification bodies 
working with ISO management systems 
standards with internationally approved 
requirements to help them with their 
work. ISO/IEC 17021:2006, Conform-
ity assessment  – Requirements for bod-
ies providing audit and certification 
of management systems, will not only 
increase reliability and confidence in 
the work of audit and certification bod-
ies, but will also contribute to dissemi-
nating best practice.

ISO/IEC 17021 replaces and super-
sedes ISO/IEC Guide 62:1996 for bodies 
auditing and certifying organizations to 
ISO 9001 on quality management sys-
tems (QMS). Similarly, it also replac-
es ISO/IEC Guide 66:1999 for bodies 
auditing and certifying organizations to 
ISO 14001 on environmental manage-
ment systems (EMS). 

The standard was developed within 
ISO’s committee on conformity assess-
ment (CASCO) by working group WG 
21. At the time of its establishment, WG 
21’s intention was to replace the ISO/IEC 
Guides 62 and 66 with a single stand-
ard and to incorporate guidance devel-
oped by the International Accreditation 
Forum (IAF). 

However, early on it was decided 
that this standard would be made appli-
cable to any management systems stand-
ard. This was clearly a wise decision, as 
ISO and the International Electrotech-
nical Commission (IEC) have now pub-
lished several new management systems 
standards, including ISO 22000 on food 
safety, ISO/IEC 27001 on information 
security, ISO 28000 on supply chain 
security management systems, and ISO/
IEC 20000 on information technology 
service management. Moreover, addi-
tional management system standards 
are already in development. 

Responding to real needs
At the suggestion of certification 

bodies, ISO/IEC 17021 incorporates the 
latest technological developments. For 
example, the standard includes provi-
sions for the auditing and certification 
of “ virtual ” organizations – i.e. organi-
zations with no headquarters, providing 
services online.

ISO/IEC 17021 is the first stand-
ard on conformity assessment developed 
by CASCO which includes an entire 
section on “ principles ”. This section 
outlines the objectives that certifica-
tion should fulfil in order to achieve 
market confidence and foster trust in 
an organization’s management system. 
Among these principles are impartiality, 

competence, responsibility, openness, 
confidentiality, and responsiveness to 
complaints. These are not requirements 
per se, but a basis for the specifications 
provided in the standard. 

The standard’s requirements 
address some of the concerns that have 
arisen regarding credibility of third par-
ty certification. In particular, as ISO 
9001:2000 is widely recognized and relied 
upon as a measure of confidence in the 
ability of a supplier to provide quality 
products and services, knowing whether 
certification has been adequately attrib-
uted becomes a subject of concern. 

The standard includes 13 specif-
ic requirements which intend to ensure 
that a certification body and its audi-
tors and other staff are free from con-
flicts of interest. It also incorporates 
concepts from IAF guidance regarding 
the competence of certification bodies, 
with particular emphasis on that of the 
audit team members. The requirements 
provide a process for ensuring that the 
assigned audit team possesses adequate 
competence for each specific client. 

“ ISO/IEC 17021 will 
increase reliability of, and 
confidence in, the work 
of audit and certification 

bodies.”

Conformity assessment
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To reduce some of the negative 
aspects of commercial competition among 
certification bodies, the standard “stand-
ardizes” the audit and certification proc-
ess to include : 

• a two-stage audit for initial certifica-
tion ;

• a three-year certification cycle which 
begins with the certification or re-cer-
tification decision and has an unam-
biguous expiry date ;

• surveillance audits in the first and 
second years of the three year cycle ; 
and

• a re-certification audit in the third 
year prior to expiration.

Walking the talk
The standard also includes a 

unique feature – the requirement that 
certification bodies have a management 
system. The certification body can have 
a generic management system includ-
ing a manual, control of documents and 
records, internal audits, management 
review, corrective actions and preven-
tive actions. Alternatively, it can have a 
quality management system conform-
ing to ISO 9001:2000. In the latter case, 
the certification body can confirm this 
through an accreditation body and there-
by be able to “ walk the talk ”. 

Sceptics have questioned wheth-
er certification bodies themselves would 
agree to the more rigorous requirements 

of ISO 9001:2000. However, according 
to Randy Dougherty’s experience as 
Vice -President of accreditation for the 
ANSI-ASQ National Accreditation Board 
(ANAB), about 30  % of certification bod-
ies do conform to ISO 9001:2000.

Following the publication of ISO/
IEC 17021 in 2006 however, several hun-
dred certification bodies around the world 
continued to use ISO/IEC Guide 62 and 
ISO/IEC Guide 66 to certify organizations 
to ISO 9001:2000 and ISO 14001:2004 
respectively. 

and transfer of accredited certification. 
IAF has also resolved to closely monitor 
the operations of its accreditation body 
members to ensure that all accredited 
certification bodies complete the tran-
sition within the deadline or loose their 
accreditation.

A well-rounded approach
In September 2006, WG 21 began 

developing a second part to ISO 17021. 
The primary reason for developing part 
2 was to replace references to ISO 19011 
included in ISO/IEC 17021. Currently, 
the only available international document 
on management systems auditing is ISO 
19011:2002, Guidelines for quality and/
or environmental management systems 
auditing. ISO 19011 provides guidelines 
rather than requirements. It was designed 
to apply to internal audits (first party) 
or customer-supplier audits (second par-
ty) as well as to third party certification 
audits – thus, it does not include specif-
ic requirements for audit processes and 
for the competence of audit team mem-
bers. This lack is perceived to constitute 
a problem with current certification to 
ISO 9001:2000.

The aim of WG 21 is thus to 
develop generic requirements for audit 
processes and audit team competence 
for certification. In addition, since ISO/
IEC 17021 is applicable to any manage-
ment system, there is also a need to pro-
vide specific additional requirements for 
audit team competence in specific appli-
cations such as quality, environment, 
food safety, and others. WG 21 is there-
fore striving to develop a framework that 
can be applied by other experts in order 
to determine and document the specific 
additional requirements for audit team 
competence to complement the generic 
requirement. 

Before part 2 can be published, 
it will also be necessary to amend the 
existing ISO/IEC 17021 to replace the 
references to ISO 19011 with references 
to the new part 2 for third party audit-
ing of management systems and audit 
team competence requirements. The 
goal is to accomplish this by late 2009 
or early 2010.

In November 2006, IAF and ISO 
agreed upon a transition period of two 
years. This agreement was published as 
a joint communiqué and declares that 
any certification body accredited under 
ISO/IEC Guide 62 or ISO/IEC Guide 
66 has until September 2008 to become 
accredited for conformance to ISO/IEC 
17021. 

IAF will not be publishing any 
guidance on ISO/IEC 17021, but will 
be transforming annexes to previous 
guidance into mandatory documents for 
some critical aspects, such as duration 
of ISO 9001 audits, certification of mul-
ti-site organizations based on sampling, 

“ ISO/IEC 17021 
incorporates the 

latest technological 
developments.”

Main Focus

About the authors

Randy A. 
Dougherty is 
the Director of 
Accreditation 
for the ANSI 
ASQ National 
Accreditation 
Board (ANAB). 
ANAB is the 
US accreditation 
body for ISO 

9000 quality management systems 
(QMS) and ISO 14000 environmental 
management systems (EMS) registrars. 
He is also the current Chairman of the 
International Accreditation Forum (IAF) 
technical committee.

Alister  
Dalrymple is 
the International 
Director for 
AFNOR-AFAQ 
Certification, 
France. Since 
1995 he has 
been one of the 
principal French 
delegates to  

ISO technical committee ISO/TC 176, 
and was appointed co-convenor of the 
ISO/TC 176/TC 207 joint working group 
for the revision of the standards on the 
audit of quality and environmental  
management systems (ISO 19011:2002).

24  ISO Focus March 2008



Improving product 
certification 

by Mario O. Wittner, Convenor 
of ISO/CASCO/WG 29, Product 
certification

Product certification is used to 
determine whether a product 
complies with specified crite-

ria. It may consist of the initial testing 
of a product combined with the assess-
ment of its manufacturer’s quality sys-
tem. This may be followed up by test-
ing of samples from the factory and/or 
the open market. Other product certifi-
cation schemes comprise initial testing 
and surveillance testing, while still oth-
ers rely on the testing of a sample of a 
product – this is known as type testing. 
The “ specified criteria ” are those estab-
lished in product standards or other nor-
mative documents.

The product certification scheme 
chosen will depend on the level of risk 
to the consumer as well as other factors.  
For a very low risk product you may have 
a once-off type test, and for a high risk 
product you may have a scheme which 
uses type testing and also requires an ISO 
9001 management system in place with 
regular testing of products from the fac-
tory and also from the market.

ISO/IEC Guide 65:1996, Gen-
eral requirements for bodies operating 
product certification systems, is part of 
a family of ISO/IEC International Stand-
ards and Guides on product certification 
which includes the different certification 
systems, use of marks of conformity, 
accreditation, laboratories, etc.

Widespread influence
Just to give you an idea, were you 

to search the following in the Web using 
Google you would find  :

• 268 000 references to ISO/IEC Guide 
65, General requirements for bodies 

operating product certification sys-
tems ; and

• 86 500 references to the guide linked 
to regulations.

In fact, according to a survey con-
ducted by CASCO, 74  % of its almost 100 
members have adopted ISO/IEC Guide 
65 as a national standard or guide. More-
over, all the Asia Pacific Economic Coop-
eration (APEC) countries have embraced 
it as a national standard. The Pan-Amer-
ican Standards Commission (COPANT) 
and the European Committee for Stand-
ardization and the European Commit-
tee for Electrotechnical Standardization 
(CEN-CENELEC) have similarly taken 
it up as a regional standard.

Industry sectors, such as the 
Global Good Agricultural Practice, and 
the British Retail Consortium impose 
compliance with ISO/IEC Guide 65 to 
certification bodies working with each 
sector. Similarly, the accreditation 
bodies of the International Accredita-
tion Forum (IAF) and peer assessment 
schemes like the Worldwide System for 

Conformity assessment
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Some figures
Hundreds of thousands of products in 
the world are certified, some with multi-
ple certifications to different standards. 
Although no reliable statistics like the ISO 
Survey exist, the following information is 
available : 

•	 Over 1 080 product certification bodies 
are accredited to ISO/IEC Guide 65 by IAF 
members, with the following distribution :

 European region – 738 ;

 Inter-American region (North, Central 
and South) – 206 ;

 Pacific-Asian region – 136 ;

 Southern African region – 2.

•	 Over 60 certification bodies are mem-
bers of the IECEE certification body 
(CB) scheme, belonging to 49 coun-
tries, assessed under a peer assess-
ment scheme to verify compliance with 
ISO/IEC Guide 65.

•	 The number of electrical product cer-
tificates issued and recognized by the 
IECEE  members from 1996 to 2006 
amounts to 50 278.

First steps 
CASCO, ISO’s committee on conformity assessment was first created as CERTICO 1) – 
Council Committee responsible for certification matters – in the early 1970s. 

Ten years after CERTICO’s establishment, ISO and the United Nations Conference on 
Trade and Development (UNCTAD) General Agreement on Tariffs and Trade (GATT)  
published a book called Certification: principles and practice. The book’s introduction 
illustrates the development of a document (in the 1950s) on the use and, for  
consumers, significance of marks of conformity with standards. Three years later, ISO 
published a survey of marks of conformity with standards.

The book was released at a time when “the very existence of disparate certification 
arrangements was seen as an impediment to trade, and the growth of new schemes was 
believed likely to generate fresh barriers to trade 
unless better harmonization could be achieved.” In 
addition, the book mentioned that “the whole con-
cept of certification seems at the present time to 
give rise to fierce debate and discordant views” 2). 
The first Agreement on Technical Barriers to Trade 
(Standards Code) was also negotiated at this time.

The book’s aim was to identify and describe, as  
precisely as possible, the main certification systems, 
thus facilitating recognition arrangements. Eight  
certification systems are included, from the simple 
“ type testing ” (N° 1) to the more complex “mark of 
conformity” (N° 5). Not only did the book describe 
their general rules, but also their advantages and 
disadvantages. It thus constituted a valuable tool 
for deciding on the system applicable, according to 
expected results and desired risk protection.

The book was an important contribution for regulators. To give an example, the text  
(translated into Spanish) was adapted as an annex to a Mercosur resolution by the  
governments of Argentina, Brazil, Paraguay and Uruguay.

In 1992, ISO and IEC published and updated Certification and related matters,  
expanding the book’s original scope to issues like manufacturer’s declaration,  
accreditation, inspection and liability.

• explicit its application to services, 
processes and borderline cases (such 
as food) between products and sys-
tems.

In addition, in recent years CAS-
CO has developed five publicly available 
specifications (PAS) for the identified 
“ common elements ” in conformity assess-
ment standards – impartiality, responsive-
ness to complaints, etc. – in response to 
an ISO Council Resolution.

The new terminology provided by 
ISO/IEC 17000:2004, Conformity assess-
ment – Vocabulary and general principles 
and the so-called “functional approach”, 
as well as the revision resulting in ISO/
IEC 17025:2005, General requirements 
for the competence of testing and cali-
bration laboratories together with many 
other new or revised standards on prod-
uct certification, have provided a new 
framework which ISO/IEC Guide 65 
has to accommodate. ISO/IEC Guide 65 
is, moreover, the only remaining guide 
which establishes requirements, a job 
normally restricted to standards.

Conformity Testing and Certification of 
Electrotechnical Equipment and Com-
ponents (IECEE) work with this guide 
on an everyday basis.

Entering the 21st Century
Although the ISO/IEC Guide 

65 was published in 1996, work began 
in 1992, which means that its original 
ideas and structure are over 15 years old. 
However, the guide is still being applied 
with considerable success.

Numerous sectors are using the 
guide and stretching its limits to address 
services or processes, foods, trace-
ability and elements of management 
systems. After more than 10 years of 
experience, even if the guide continues 
to show its strength, many of its para-
graphs have been enlarged in practice 
by IAF interpretations to :

• obtain a uniform understanding, thus 
facilitating mutual recognition of IAF 
assessments ; and

2)  ISO – T.R. B Sanders – 1972.

1)  Its current name, CASCO, was adopted in the mid-1980s under the chairmanship  
of John Ware, from the British Standards Institution (BSI).
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3)   Decision adopted at the plenary in 
Sydney, Australia, in 1996.

In fact, when CASCO began to 
develop standards,3) two criteria were 
taken into account, namely that

• documents establishing requirements 
must be standards, not guides ; and

• the process for standards must follow 
the ISO/IEC Directives.

In 2005, a survey developed by 
CASCO showed overwhelming support 
for the revision of ISO/IEC Guide 65. In 
November 2006, the plenary in Buenos 
Aires, Argentina, approved the resolu-
tion for the creation of a standard (ISO/
IEC 17065) to replace the guide, and 
work began.

Good lessons from  
the wise and old

The working group (WG) who 
developed ISO/IEC Guide 65 in the early 
1990s was convened by John Donaldson 
from the American National Standards 
Institute (ANSI), the USA ISO member. 
This WG was also responsible for creat-
ing ISO/IEC Guide 61, General require-
ments for assessment and accreditation of 
certification/registration bodies and ISO/
IEC Guide 62, General requirements for 

bodies operating assessment and certifi-
cation/registration of quality systems.

The three documents were devel-
oped together, with the same structure and 
common elements. ISO/IEC Guide 62, 
together with ISO/IEC Guide 66, has now 
been replaced by ISO/IEC 17021:2006, 
Conformity assessment – Requirements 
for bodies providing audit and certifi-
cation of management systems, which 
applies to all management systems cer-
tification bodies. 

CASCO has to repeat this good 
example aligning Guide 65 with the new 
ISO/IEC 17021. Besides an obvious 
respect for the principles of standardi-
zation, its first benefit is consistency for 
the many certification bodies who offer 
both services : product and management 
systems certifications.

A new era
ISO/CASCO working group WG 

29, Product certification, was created to 
revise ISO/IEC Guide 65, with as a first 
task “ to draft a proposal for the scope and 
structure of the future standard ISO/IEC 
17065, taking into account the functional 
approach described in ISO/IEC 17000 ”. 
It has almost 60 representatives coming 
from 26 CASCO members, the Interna-
tional Electrotechnical Commission (IEC) 
and seven A-liaison organizations.

The first meeting, held in April 
2007, decided on the following :

• a proposal for scope and structure (“ S 
and S ”)  ;

• the need for the future ISO/IEC 17065 
to be aligned (as much as possible) 
with ISO/IEC 17021  ;

• the creation of a drafting group to con-
sider comments on the “ S and S ” pro-
posal and begin the discussion on the 
principles and contents of the future 
standard.

Finally, it was approved that the 
international standard would contain 
principles and requirements for the com-
petence, consistency and impartiality of 
certification of products and processes, 
and for the bodies providing those activ-
ities. Certification bodies operating to 
this standard need not offer all types of 
product or process certification.

Certification of products (includ-
ing services) and processes is a third par-

ty conformity assessment activity. Bodies 
performing this activity are therefore third 
party conformity assessment bodies. 

At a later meeting in Septem-
ber 2007 : 

• comments on “ S and S ” were consid-
ered and solved ;

• a first draft of ISO/IEC 17065 on the 
basis of the ISO/IEC 17021 was dis-
cussed ;

• it was decided to assign the drafting 
of clauses to members of the drafting 
group ; and

• the CASCO Secretary committed to 
prepare a new document on the basis 
of the first draft, which will take into 
account :

– identification of the clauses of ISO/
IEC Guide 65 not included in this 
first draft ;

– relevant paragraphs of the IAF 
guidance ;

– suggestions coming from IEC cer-
tification schemes ; and

– correspondence with other texts.4)

It is expected that all the piec-
es will be put together during the first 
quarter of 2008, in time for an April 
2008 meeting, at which we hope a first 
working draft will be approved for cir-
culation and comments.

“ The standard will contain 
requirements for the 

competence, consistency 
and impartiality of 

certification of products 
and processes.”

4)  ISO/PAS 17001:2005, Conformity 
assessment – Impartiality – Principles 
and requirements, ISO/PAS 17002:2004, 
Conformity assessment – Confidentiality 
– Principles and requirements, ISO/
PAS 17003:2004, Conformity assessment 
– Complaints and appeals – Principles 
and requirements, ISO/PAS 17004:2005, 
Conformity assessment – Disclosure of 
information – Principles and requirements 
and ISO/PAS 17005, Conformity assessment 
– Use of management systems in conformity 
assessment – Principles and requirements.

Conformity assessment
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1)  CASCO working groups responsible for 
the development of standards and guides, 
however, are not affected by these changes.

Main Focus

Moving into the 
next generation 
of conformity 
assessment

by Sean MacCurtain, Head,  
ISO Committee on conformity 
assessment (CASCO)

T imes are changing. As technology 
evolves with large strides, and the 
world becomes increasingly global, 

ISO continuously adapts to best respond 
to today’s challenges and to stay ahead 
of new developments. It is in this spirit 
that in November 2007, CASCO – the 
ISO policy committee on conformity 
assessment – adopted a number of res-
olutions aimed at improving the effec-
tiveness of its policy processes, to make 
better use of the resources available from 
its members 1). 

Providing confidence
In today’s global economy, con-

formity assessment is becoming more 
important as a means to provide con-
fidence in products and services. Gov-
ernments are also concerned with the 
health and safety of their citizens, and 
hence with compliance to the standards 
that address these issues. CASCO will 
therefore continue to 

• study conformity assessment issues 
and develop policy positions,

• market the CASCO toolbox (set of 
requirements for conformity assess-
ment) and interaction with interested 
parties,

• ensure a consistent and harmonized 
approach to conformity assessment 
by all ISO technical committees,

• develop and maintain the CASCO 
toolbox, and

• provide a corporate history of con-
formity assessment decisions.

Previously, CASCO consisted of 
four groups : 

• chairman’s policy group (CPC) ; 

• regulator interface group (RIG) ; 

• market feedback group (MFP) ; 

• conformity assessment promotion and 
support group (CAPS). 

As more and more standards 
with a conformity assessment compo-
nent were developed by technical com-
mittees, participation became increas-
ingly demanding and time consuming. 
To address this issue it became evident 
that we needed to modify the structure 
of CASCO policy groups. 

Market surveillance 
enters the scene 

The CPC is made up of CASCO 
working group convenors, representa-
tives from organizations in liaison with 
CASCO, and a fixed number of CASCO 
participant (P) members. Its main focus 
is to develop and review overall poli-
cies with regard to the global direction 
and scope of conformity assessment, as 
well as overseeing the coordination of 
CASCO work. 

 Following the plenary, it was 
decided that the CPC will remain 
unchanged with regard to its terms of 
reference and membership criteria. How-
ever, a number of new work areas have 
been identified for the CPC to develop 

in the coming years. The first of these is 
market surveillance. The CPC must now 
develop a position on how and to what 
extent the CASCO toolbox might assist 
in market surveillance, and give direction 
for possible further developments. 

Harmonized 
interpretation

Both the World Trade Organi-
zation (WTO) and regional regulators 
have indicated on several occasions the 
importance of harmonization. The role 
of international standards in this context 
cannot be emphasized enough. But with 
this comes the responsibility of provid-
ing a mechanism for their harmonized 
interpretation. That is, of making sure 
that around the world, the requirements 
included in the standards are understood 
or interpreted in the same way.

When a requirement in the stand-
ard risks being interpreted in multiple 
ways due perhaps to local differences, 
an interpretation is necessary. By this, 
we mean a document elucidating the 
interpretation of a requirement in order 
to harmonize globally the application 
of the standard.

It was therefore agreed to estab-
lish a process within the CPC to address 
this issue, which is to be refined over 
the next few months.  Roughly, once 
an interpretation is referred to CAS-
CO, a CPC subgroup will take charge. 
The main factors to be addressed con-
cern the details included in the inter-
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pretations and their timely provision. 
ISO/TC 176, Quality management and 
quality assurance, and the Internation-
al Electrotechnical Commission (IEC) 
already have experience and lessons 
learned in this regard. 

Interpretation requests on a CAS-
CO standard or guide will be sent to the 
National Mirror Committee (NMC) in 
the country that originated the request. 
If the NMC agrees that such interpreta-
tion is not national, but a global issue, 
it can be referred to CASCO.  All inter-
pretations will be made available to the 
public via the ISO Web site. The proc-
ess will continue to be updated with les-
sons learned from experience to ensure 
that we can best meet the two criteria 
of detail and timely response. 

Additionally, expert groups 
responsible for maintaining each stand-
ard within the CASCO toolbox will be 
identified.

Helping organizations 
with compliance 
management

As organizations are requested 
to comply with more and more stand-
ards – from management and environ-
mental to safety and more – they may 
find it increasingly difficult to man-
age the multiplicity of compliance 
programmes in an effective and timely 
manner. The second major new work 
item for the CPC is therefore compli-
ance management, including helping 
organizations demonstrate compliance 
with ISO management systems stand-
ards. CASCO, through the CPC, will 
research and study the proposal submit-
ted to COPOLCO, the ISO committee 
on consumer policy (see, Compliance 
programmes – A roadmap to account-
ability, page 33) for future activities 
in this field.

It is also vital to provide a means 
of continued and focussed interaction 
with industry sectors and regulators 
at the international level. CASCO will 
retain its membership criteria for groups. 
However, representatives from industry 
sectors and regulators are invited to join 
the STAR group as “ guest ” members to 
enable them to participate in discussions 
and share their opinions. Guest mem-
bers will not be able to vote but can par-
ticipate in discussions or through their 
national member body.

STAR will focus on marketing 
the benefits of the CASCO toolbox to all 
standards developers. It will also identify 
future trends in conformity assessment. 
CASCO will continue with its policy 
of not encouraging unnecessary devel-
opment of sector-specific conformity 
assessment standards. However, where 
there is an agreed need for such a docu-
ment, CASCO will assist with its devel-
opment. This will ensure that all docu-
ments on conformity assessment are con-
sistent and only differ in those aspects 
which are unique to the sector. In fact, 
it is CASCO policy that all conformity 
assessment documents can be used by 
all sectors as core documents setting out 
main requirements. Additional require-
ments can be added by each sector based 
on their unique needs.A very valuable input into the 

development of CASCO policy is pro-
vided through involving stakeholders 
and the participation of organizations 
in liaison with the committee. These 
liaisons represent the views of our 
stakeholders. CASCO has liaisons 
with 10 organizations representing 
industry, the laboratory community 
and also certification and inspection 
communities. 

Increasing efficiency
The functions of the RIG and 

MFP have been combined into one group 
called the strategic alliance and regu-
lator feedback group (STAR). In order 
to increase efficiency, the activities of 
these two groups have been merged 
into one or redeployed to CPC. This 
arrangement will ensure that the time 
allocated by members to these groups 
is used effectively. 

“ Conformity assessment 
is becoming more 

important as a means  
to provide confidence  

in products  
and services.”

The STAR group is responsible 
for advising CASCO on how to enhance 
and develop relationships with interna-
tional regulators and sectors. A number 
of interested sectors and regulators for 
this group have already been identified, 
and the CASCO Secretariat is follow-
ing this up.

Although the RIG and the MFP 
will cease to function, their important 
activities will continue through the STAR 
group. CASCO thanks the previous con-
venors and members for their dedicated 
work and commitment.

“ STAR will ensure that  
the time allocated by 

members for participation 
is used effectively.”
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Timely identification
The previous CAPS group will 

concentrate its activities into one func-
tion known as the technical interface 
group (TIG). This group is responsible 
for liaison between CASCO and all other 
technical committees within ISO. This is 
particularly important as more and more 
ISO technical committees recognize the 
value of harmonized conformity assess-
ment activities. 

TIG is made up of a core number 
of members and will rely on the avail-
ability of experts in the various fields 
where necessary. TIG addresses an 
ongoing problem: how to identify con-
formity assessment issues in standards 
with sufficient time to enable CASCO 
to contribute to their development and 
ensure consistency. A number of strat-
egies have been identified, which will 
assist with this early identification, and 
the TIG will oversee their implementa-
tion and effectiveness. 

Such strategies include having a 
check list for conformity assessment in 
a new work item proposal, developing 
a dictionary of conformity assessment 
words for use by editors to alert them that 
a technical standard contains conformity 
assessment requirements, as well as an 
electronic search to be completed month-
ly. It is expected that this will assist in 
making the TIG more effective.

 

Tools for all branches 
of conformity 
assessment activities

All in one
The ISO/CASCO “ toolbox ” consists 
of 26 standards and guides, which 
address all of the activities involved 
in conformity assessment. To help 
organizations identify and implement 
these, ISO is developing a series of 
three ISO/IEC CD packs containing all 
the relevant standards and guides for 
a main branch of conformity assess-
ment activity.

The first of these, compiling the com-
plete current collection of ISO/IEC 
conformity assessment standards and 
guides for use by certification and 
inspection bodies, is already available 
under the title ISO/IEC Pack Conformity 
Assessment – Certification and inspec-
tion bodies. The CD contains 14 stan-
dards and guides, including those 
necessary for the certification of 
various management systems. 

ISO/IEC packs for accreditation 
bodies, and for laboratories and/
or inspection bodies are currently 
under development.

ISO/IEC Pack Conformity Assessment – Cer-

tification and inspection bodies is available from 

ISO national member institutes and from the ISO 

Central Secretariat through the ISO Store (www.iso.

org/isostore) or by contacting the Marketing and 

Communication department (sales@iso.org).

A how to guide
The ISO and IEC joint publication Using 
and referencing ISO and IEC standards 
for technical regulations was devel-
oped to convey to regulators the ben-
efits of choosing to use and reference 
ISO and IEC standards for regulations 
and to demonstrate that doing so 
can support good regulatory prac-
tice. The publication includes prac-
tical advice for regulators on how 
to use international standards to 
achieve their objects.

Using and referencing ISO and IEC standards for 

technical regulations is available free of charge 

(except for postage and packaging) from ISO 

national member institutes and from the ISO Cen-

tral Secretariat through the ISO Store (www.iso.

org/isostore) or by contacting the Marketing and 

Communication department  (sales@iso.org).

CASCO knowledge 
management history

Among the resolutions passed was 
the creation of a new informal subgroup 
of the CPC called the knowledge man-
agement group (KMG). This group is not 
visible to the outside world, as it reports 
to, and interacts only with, the CPC. The 
CPC then reports on the activities of the 
KMG to the CASCO plenary. Its main 
function is to document the reasons for 
past CASCO decisions. This will enable 
CASCO to have a clearly documented 
history for its policies.

Overall, the changes and adapta-
tions described above 
can best be seen 
as modifications 
rather than dra-
matic alterations 
to the structure 
and operation of 
CASCO. Their aim 
is to address mod-
ern challenges and 
improve the efficien-
cy of CASCO’s work 
in today’s global con-
text, where conformity 
assessment is playing a role of increasing 
importance. CASCO will initiate these 
changes in the first quarter of 2008 (see 
Figure 1 below).

Str
ate

gic
 Al

lia
nc

e a
nd

Re
gu

lat
ory

 G
rou

p (
ST

AR
)

Technical Interface

Group (TIG)

CASCO

WG
WG

WG

WG

WG

Chairman's Policy and 

Coordination Group (CPC) 

KMG

Study and policy

Technical
support

Promotion

Technical
work

Figure 1 

30  ISO Focus March 2008



Non-destructive 
testing to reduce 
risk of failure

by Richard V. Murphy, Chair  
of ISO/TC 135, Non-destructive 
testing, SC 7, Personnel 
qualification

Non-destructive testing (NDT) 
comprises industrial applica-
tion of diagnostic techniques – 

such as x-rays and ultrasound – which 
are familiar to many since these are rou-
tinely used in hospitals to evaluate the 
state of the human body. In a compara-
ble manner, many industries utilize NDT 
methods to detect small flaws in safety-
critical industrial components, where the 
presence of a small hidden flaw could 
cause an unexpected breakdown end-
ing in catastrophic failure – such as the 
malfunction of an aircraft landing gear, 
an oil or gas pipeline or a nuclear pres-
sure vessel. 

NDT is the primary non-invasive 
assessment tool used to reduce the risk of 
failure of engineered components which 
could result in loss of life, deterioration 
of health or destruction of the environ-
ment. In order to assure the proper detec-
tion and evaluation of such safety-criti-
cal flaws, it is vital that the persons per-
forming such inspections are competent. 
ISO has therefore developed a standard 
to ensure the general competence of per-
sonnel performing NDT: ISO 9712:2005, 
Non-destructive testing – Qualification 
and certification of personnel.

Competent personnel
How can we ensure that NDT 

inspectors are competent? NDT com-
petence is assessed through a process 
of method-specific qualification, where 
inspectors demonstrate that they meet cer-
tain minimum requirements for vision, 
education, training and industrial expe-
rience plus successfully passing written 
and practical examinations. Since the early 
1960s, two types of NDT personnel quali-
fication process have been developed dif-
fering on whether they are administered 
by the employer (second party qualifica-

tion) or by an independent certification 
body (third party certification).

Employer-based qualification 
encompasses both in-house training and 
in-house examination on the products 
specific to the employer issuing the qual-
ification. The qualification awarded to an 
inspector is only valid through the duration 
of their work with that particular employ-
er. The qualification process and specific 
applications vary considerably amongst 
employers, and so does the competence of 
inspectors qualified in this manner. 

Thus, when inspected products 
leave a particular employer or the latter 
supplies in-house qualified inspectors to 
perform field inspections, there are often 
many requests for independent audits to 
assure customers that the components 
have been adequately inspected.

An attractive alternative
An attractive alternative to the 

plethora of employer-based qualifica-
tions is a general NDT method certifi-
cation issued by a “ certification body ” 
independent from the inspector – i.e. hav-
ing no involvement with the inspector’s 
employment or training. The certification 
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issued is transmissible, as it is valid for 
work with any employer. 

Usually, there are only a few NDT 
certification bodies in a given country, and 
thus the qualification process and the gen-
eral applications of each NDT method are 
more standardized. Thus, a purchaser of 
products and/or services has an impartial, 
employer-independent assurance that the 
inspector is competent. This removes the 
need and expense for continual audits of 
employer-issued qualifications.

Technical and market 
rationale

NDT techniques are evolving and 
increasing in complexity. The knowl-
edge required from inspectors is simi-
larly growing. Industry and global trade 
are demanding a guarantee of more reli-
ability and standardization in the assess-
ment of NDT inspectors. But how can 
one ensure reliability in these assess-
ments ? Ideally, one would like every 
inspector to be impartially assessed in 
an identical manner. 

If this was the case, then we could 
accept inspected products as well as the 
inspectors from other countries to be 
equivalent to those of our own country. 
This would eliminate non-tariff trade bar-
riers and end the onerous requirements 
for inspectors who need to hold multi-
ple certifications to satisfy the demands 
of different countries.

It logically follows that one needs 
a global standard that defines a set of com-
mon assessment criteria such as training, 
experience and examinations. Thus, today 
we observe a powerful drive toward the 
goal of one global NDT standard to be 
implemented in the same way in each coun-
try by a national certifying body. Global 
harmonization of NDT inspector assess-
ment is the goal of ISO 9712.

Spreading harmonization
Since the introduction of the first 

edition of ISO 9712 in 1992, over 40 
countries have adopted it as a foundation 
for their national and regional standards, 
as well as NDT personnel certification 
schemes – including regional adoption 
in Europe as EN 473. 

ISO 9712 is a “ living ” standard 
which continues to evolve, having already 

been revised twice. The second edition 
was published in 1999 (ISO 9712:1999) 
and the third in 2005 (ISO 9712:2005).

ISO 9712 triggered the streamlin-
ing and harmonization of NDT certifica-
tion programmes within individual coun-
tries. The first edition already generated 
a significant reduction in the multiplici-
ty of certification bodies – for instance, 
rather than six or seven bodies in one 
country, each using a different certifica-
tion procedure, often only one would sur-
vive to implement a new national stand-
ard modelled on ISO 9712:1992.

The ISO process is eminently 
fair. Open consensus-building is ISO’s 
strength and the source of the assurance 
that standards like ISO 9712 truly rep-
resent the best technical, industrial and 
political input of the global community. 
This is perhaps why ISO 9712 has been 
so well received by countries around the 
world; no more evidence is necessary than 
the multiplicity of regional and national 
adoptions of ISO 9712.

As a “ living document ”, ISO 
9712 continues to evolve to better suit 
the needs of industry and regulators, with 
impartial, fair and balanced input by all 
interested parties – its worldwide pro-
liferation driven by the clear economic 
advantages of global harmonization.

Table 1– Countries whose standards are modifications/adoptions of ISO 9712

ISO 9712 has acted as a catalyst 
to promote the harmonization of NDT 
certification programmes throughout 
the world. The ideal would be to have 
one unified international standard – ISO 
9712. To quote Douglas Marshall, Pres-
ident of the International Committee on 
Non-destructive Testing, “ It makes sense 
for everyone throughout the world to be 
working to the same standard ”. Table 
1 shows countries having national and 
regional standards based on ISO 9712.

The success of ISO 9712 is due 
in a large part to the openness of the ISO 
Directives, which ensure the participa-
tion of all national bodies (one per coun-
try with one equally weighted vote) in 
the consensus-based development of an 
ISO standard. ISO 9712 was created and 
revised by a working group comprised of 
technical experts who ensured the tech-
nical perspective of the standard. 

While ISO 9712 was crafted by 
technical experts, industrial and nation-
al preferences came into play at the sub-
committee level, where national bodies 
had several opportunities to comment and 
vote on the acceptability of the standard 
at various stages. 

“ Since its introduction, over 
40 countries have adopted 

ISO 9712 as a base for 
their national and regional 

standards.”
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Canada Hungary New Zealand Spain
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Compliance 
programmes – 
A roadmap to 
accountability

by Bill Dee, Convenor, 
COPOLCO working group 5, 
Consumer protection in the 
global marketplace

Many people probably believe 
that compliance with laws and 
rules by organizations is a  

given, but the reality is far different. 
Check out the daily papers and the evening  
television news, and you will find that 
we are constantly confronted with instan-
ces of organizations breaking the law – 
a visit to any regulator’s Web site will 
provide countless examples.

In the field of fair trade and con-
sumer protection laws, for instance, one 
can find cases of non-compliance in  
areas as varied as  :

• household requirements (e.g. utilities, 
communication) ;

• house fittings and appliances (e.g. 
home maintenance and repairs) ;  

• transport (e.g. second-hand motor 
vehicles) ;   

• professional and financial services 
(e.g. investment advice, mortgages, 
warranties) ;

• personal goods and services (e.g. 
clothing and fabrics, footwear) ; 

• leisure (travel agents, holidays) ;

• credit ;

• loans ;

• telecommunications (including mobile 
phone services and internet services).

Compliance is therefore an issue 
of great importance for COPOLCO – the 
ISO committee on consumer policy – as 
the ultimate victims of compliance fail-
ure will often be the consumers of a prod-
uct or service. It is for this reason that 
a new work item requesting a standard 
on this issue was submitted and agreed 
to by COPOLCO at its meeting in Sal-
vador, Brazil, in 2007. 

Breaking the law 
Often a failure to comply with 

laws and regulations results from a lack 
of understanding as well as from the pro-
cesses and procedures required to ensure 

effective regulatory compliance within 
an organization.

Compliance with laws is thus 
unlikely to occur where there is no :

• active commitment to compliance 
from top management ;

• type of compliance infrastructure ;

• visible compliance policy indicating 
support for compliance from top man-
agement ;

• adequate compliance resources ;

• systematic identification of the organ-
ization’s regulatory compliance obli-
gations ;

• procedures and processes developed 
to deal with legal and other regula-
tory requirements ; and

• ongoing monitoring to ensure compli-
ance procedures are being constantly 
adhered to.

In fact, examples in Australia, 
Europe, the United Kingdom, USA and 
elsewhere indicate that breaches of “ truth 
in advertising ” and consumer protection 
laws occur because there is no compli-
ance system in place (e.g. an advertising 
and promotional checklist, signed by a 
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compliance expert and a senior respon-
sible manager). The unfortunate result is 
that consumers are often basing purchas-
ing decisions on misleading information 
with unfavourable consequences.

When a crisis occurs, it’s 
too late

Many breaches of laws and reg-
ulations occur because the organization 
concerned has no system, or at least not 
an effective one, in place to ensure com-
pliance outcomes and conformance with 
laws. Too often, management only active-
ly considers – and devotes resources to 
– the compliance risks of their business 
when a crisis occurs. 

The consequences of failing to 
adequately manage regulatory risks 
have long been recognized. Not only 
do organizations that breach regulations 
face damages, injunctions and fines or 
other penalties, they may also have to 
contend with significant distractions to 
business management and damage to 
brand reputation.

With an effective compliance 
programme, an organization can dem-
onstrate to interested parties and stake-
holders that it has systems in place to 
ensure compliance with relevant laws. 
Compliance programmes are an impor-
tant part of risk management, and can be 
a good tool to assist businesses to com-
ply with laws and regulations.

A solution in sight
The problems mentioned above 

that occur in all jurisdictions indicate 
a need for guidance on an internal sys-
tematic approach to comply with all 
the legislative requirements with which 
an organization is required to conform. 
While it is acknowledged that guidance 
on compliance is given in some circum-
stances under certain laws, there is little, 
if any, “how to” guidance given on an 
in-house system to conform to all regu-
latory requirements.  

An international standard on reg-
ulatory compliance programmes would 
give guidance on how to set up the right 
procedures and processes to reduce the 
risk of non-compliance, even inadvert-
ently, with the law. It would set up a 
roadmap for organizations on the nec-

essary structural elements or infrastruc-
ture for an effective programme, and its 
requirements for day-to-day continual 
operation.

As we move towards a more glo-
balized rulemaking process, we need a 
universally acknowledged set of guide-
lines on how to establish and maintain 
effective compliance systems. With an 
international standard on regulatory 
compliance systems, consumers could 
feel more confident that organizations 
are delivering the outcomes intended 
by regulation.

• more confidence that an organiza-
tion implementing the standard will 
have a system that offers greater 
certainty of compliance with laws, 
regulations and standards, includ-
ing rules covering cross-border and 
global issues ;

• the use of a practical, international-
ly standardized approach to imple-
mentation, offering the prospect of 
meaningful, verifiable, and measur-
able claims by firms about progress 
toward standard objectives ;

• an increased level of customer sat-
isfaction with firms which adhere 
to ISO standards in the global mar-
ket, thus enhancing the consumer-
business relationship ; and

• an increased confidence among con-
sumers that they are dealing with rep-
utable merchants whose systems are 
compliant with ISO guidelines.

Among the examples of exist-
ing national guidelines on conformity is 
the Australian Standard on Compliance 
Programmes (AS 3806). What AS 3806 
has achieved is to set up a framework to 
establish, put into operation and main-
tain a regulatory compliance manage-
ment system. In short, it provides a road-
map for any organization interested in 
setting up an effective compliance sys-
tem. An international standard for com-
pliance programmes would provide inter-
nationally recognized benchmarks for 
such programmes.

Based on this Australian experi-
ence, it seems clear that there is support 
and a market in the business sectors and 
with regulators for such a standard that 
would support best practice and give 
guidance to relevant sectors on how to 
establish processes to ensure compliance 
with the laws that they administer.

A win/win situation for 
business and consumers

For consumers
The ISO process offers real oppor-

tunities for the meaningful input of con-
sumer perspectives through COPOLCO, 
and through participation in technical 
committees, subcommittees and work-
ing groups. 

The widespread adoption of a 
compliance programme standard would 
enable consumers to benefit from:

“ Consumers would benefit 
from a higher level of 

conformance to the laws 
designed to protect them.”
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“We need a universally acknowledged set of 
guidelines on how to establish and maintain 

effective compliance systems.” 

“For businesses, a standard on compliance 
programmes would constitute a roadmap for 

protecting their reputation and brand.”

For business
As a multi-stakeholder forum for 

the development of standards, with a long 
reputation for developing practical tools 
needed by the private sector, ISO already 
responds to the real concrete needs of busi-
ness. Among the potential benefits of an 
ISO standard on compliance programmes 
for business are its ability to :

• provide business guidance on how to 
set up the right in-house procedures 
and practices to reduce the risk of 
breaching the law ;

• reduce the risk of intervention by reg-
ulators ;

• reduce the risk of reputation dam-
age from non-conformance with the 
law ;

• provide a self regulatory mechanism 
for conformance with regulations ; 

• assist industry participants to become 
or remain responsible corporate citi-
zens by providing them with a means 
of conforming to accepted norms of 
good behaviour ; and

 • provide an effective corporate com-
pliance measurement approach.

For regulators
For regulators, on the other hand, 

the standard could  :

• reduce regulatory costs for the long-
er term ;

• activate competition through consum-
er confidence in the market ; and

• increase competitive advantages.

Overall, it is clear that there is a 
need for an ISO standard on compliance 
programmes. Such a standard would 
reduce and prevent breaches in regula-
tion, and its benefits would be felt among 
businesses, regulators and consumers. For 
businesses, it would constitute a roadmap 
for protecting their reputation, and hence 
their brand. It could thus complement the 
social responsibility standard that ISO is 
currently developing. As for regulators, it 
is clear that such a standard would provide 
consistency and internationally accepted 
guidance for ensuring the application of 
laws. Finally, consumers would benefit 
from a higher level of conformance to the 
laws designed to protect them.

Conformity assessment

Promoting quality 
in West Africa 

by Koffi N’Goye, Acting Director 
of standardization and quality 
promotion, UEMOA Commission

In order to increase the participa-
tion of its members in internation-
al trade, the West African Econom-

ic and Monetary Union (UEMOA) 
requested the United Nations Indus-
trial Development Organization (UNIDO) 
to implement a EUR 14 million qual-
ity programme for its eight members. 
This programme was financed by the 
European Community, within the scope 
of the ninth European Development 
Fund (EFD).

Based on the satisfactory results 
of this programme, the European Com-
munity spent EUR 14 million on a sec-
ond quality programme covering all 
West African States – the 15 members 
of the Economic Community of West 
African States (ECOWAS), includ-
ing UEMOA members, and Maurita-
nia. As in the first phase of the pro-
gramme, UNIDO was appointed the 
executing agency.

Strengthening  
technical infrastructure 
and expertise

The quality programme aimed to 
increase the participation of UEMOA 
members in international trade, in par-
ticular through assistance to companies 
and testing laboratories for a quality 
approach and the enhancement of national 
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and regional technical capacities as 
regards quality.

This programme, mainly intend-
ed for the agro-industrial sector, allowed 
strengthening of the technical infrastruc-
ture and expertise in the fields of accred-
itation, standardization and conformi-
ty assessment, both at the national and 
regional levels. 

The programme’s main benefi-
ciaries were :

• companies – which received assist-
ance on their quality approach, with 
a view to obtaining certification ;

• testing laboratories – which received 
equipment and assistance on their qual-
ity approach, with a view to obtain-
ing accreditation ;

• national standards bodies – trained in 
standards development techniques, and 
recipients of equipment and technical 
documentation, in particular foreign 
and international standards as well as 
foreign technical regulations ;

• food inspection bodies – trained in 
quality procedures ;

• consumer associations – trained with 
a view to reinforcing their knowledge 
on quality requirements.

Competitiveness and 
compliance

The purpose of this programme 
– entitled “ West Africa quality pro-
gramme – to support the competitiveness 
and harmonization of the World Trade 
Organization’s Agreements on Techni-
cal Barriers to Trade (WTO TBT) and 
on Sanitary and Phytosanitary measures 
(WTO SPS) ”, is to strengthen enter-
prise competitiveness and ensure com-
pliance with international trade rules 
and technical regulations. In particular, 
this includes compliance with the WTO 
TBT and SPS Agreements, through the 
implementation and/or strengthening 
of national and regional support infra-
structures for quality, and the supply of 
standardization, conformity assessment 
and accreditation services in accordance 
with international standards.

At the sub-regional level, each 
component of the programme is coor-
dinated by a chief technical adviser 
and supervised by a sub-regional steer-
ing committee, bringing together the 
presidents and vice-presidents of the 
national steering committees and rep-
resentatives of the UEMOA Commis-
sion or the ECOWAS Commission, as 
appropriate, the European Union and 
UNIDO.

Regional coordination is carried 
out by a central steering committee, 
grouping together the UEMOA Com-
mission, the ECOWAS Commission, the 
European Union and UNIDO. 

Expectations and 
success factors

The programme will, in particu-
lar, contribute to achieving the follow-
ing results :

• raise awareness of the importance of 
quality for socio-economic players ;

• strengthen national and regional exper-
tise concerning quality ; and

• solve concrete market access prob-
lems for products and services.

The success of the programme and 
the perpetuation of its benefits depend 
on two main factors :

Two major outcomes of this pro-
gramme are the organization of the first 
UEMOA Quality Award and the setting 
up, at the UEMOA Commission, of three 
regional technical structures for quality 
promotion, namely :

• the West African Accreditation Sys-
tem (SOAC) ;

• the Regional Secretariat for Stand-
ardisation, Certification and Quality 
Promotion (NORMCERQ) ; 

• the West African Secretariat for Metrol-
ogy (SOAMET).

“  The programme’s 
aim is to strengthen 

enterprise competitiveness 
and compliance with 

international trade rules 
and regulations.”

This programme, which takes into 
account metrology, standardization, cer-
tification, inspection, accreditation and 
quality promotion, is mainly focussed on 
agri-food conformity. It started in October 
2007 and will be gradually implemented 
over a period of three years. 

The programme has two compo-
nents, one concerning UEMOA members 
(amounting to EUR 6 million), and the 
other concerning ECOWAS members 
(non-UEMOA) and Mauritania (amount-
ing to EUR 8 million).

Programme coordination
The programme is coordinated at 

the national, sub-regional and regional 
levels. At the national level, it is coor-
dinated by a national technical coor-
dinator and supervised by a national 
steering committee. This committee, 
which evenly combines public- and pri-
vate-sector representatives, is respon-
sible for setting the programme’s pri-
orities and orientations, adopting pro-
posed work programmes and monitor-
ing their execution.

“ Companies unable to 
quickly adjust to market 

requirements cannot 
expect to survive.”
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• the strong involvement of all stake-
holders and beneficiaries, for results 
cannot be achieved without determi-
nation; and

• adequate communication, as through-
out West African states quality still is 
in its early stages.

Communication will play a prima-
ry role in the sense that it will contribute 
to convincing political and administra-
tive decision-makers to fully play their 
part, namely: 
• ensuring that the management of public 

structures inspires confidence, notably 
on account of their compliance with 
relevant international standards;

• allocating adequate resources to qual-
ity promotion structures;

• implementing adequate regulations 
and strictly applying them; and

• stabilizing the market, through com-
pliance with fair competition rules. 

Communication will also increase 
awareness among business leaders, of 
the pressing necessity to adopt a modern 
method of management, to undertake a 
quality approach in order to ensure con-
stant compliance of products and serv-
ices to market requirements. Indeed, 
companies unable to quickly adjust to 
market requirements cannot expect to 
survive.

Good practices, rigour 
and perseverance

Against a global environment 
marked by fierce competition, the 
UEMOA Commission, the ECOWAS 
Commission and the beneficiary mem-
bers attach particular importance to this 
programme, which presents a real chal-
lenge. Indeed, the approach to quality 
requires the adoption of good practic-
es, which implies great rigour, perse-
verance and time.

Consequently, not all quality issues 
in West Africa will be solved at the end 
of the programme. However, with politi-
cal commitment, the determination of its 
stakeholders and technical tools, it will 
be rightly expected to achieve tangible 
results. Firstly, it will demonstrate that 
quality is an indispensable tool for any 
human activity, and secondly, to con-
vince, as a result, all socio-economic 
stakeholders in West Africa to defini-
tively and irreversibly follow the path 
of progress and competitiveness – the 
true path to quality.

Finally, both communication and 
the technical actions that will be pur-
sued will help consumers and their cor-
responding associations to better under-
stand their rights, duties and strengths. 
Such associations will be supported in 
order to help them become professional. 
They will thus become partners with the 
ability to urge both public structures and 
private businesses to offer quality prod-
ucts and services.

“ The approach to quality 
requires the adoption of 
good practices, which 
implies great rigour, 

perseverance and time.”

Traditional kente cloth from Ghana (iStock).
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New on the shelf
New ISO/IEC Guide on 
vocabulary of metrology 
reflects evolution of 
science of measurement

by Roger Frost, Manager, 
Communication Services,  
ISO Central Secretariat

ISO and its partner IEC (International 
Electrotechnical Commission) have 
published a new guide on the vocabu-

lary of metrology – the science of meas-
urement and its application.

ISO/IEC Guide 99:2007, Interna-
tional vocabulary of metrology – Basic 
and general concepts and associated terms 
(VIM), which is an English-French pub-
lication, gives guidance on the concepts 
and terms used in various approaches to 
measurement. 

Before people can communicate, 
they need to know and understand the 
words they wish to use. This is equally 
true in metrology, where concepts and 
terms such as “ measurement result ”, 
“ measurement error ” and “ measure-
ment uncertainty” need to be agreed 
upon if they are to be used in a consist-
ent manner. 

Since metrology is in an evolv-
ing state concerning what is the best 
approach (e.g. classical versus uncer-
tainty), it is especially important to have 
an international vocabulary that allows 
metrologists to communicate clearly 
about the measurement approach that 
they are using. 

ISO/IEC Guide 99 cancels and 
replaces the second edition of the VIM, 
and is equivalent to a third edition of 
the VIM.

The need to cover measurements 
in chemistry and laboratory medicine 
for the first time, as well as to incorpo-
rate concepts such as those that relate to 
metrological traceability, measurement 
uncertainty, and nominal properties, 
led to this third edition. Its title is now 
International vocabulary of metrology — 
Basic and general concepts and associ-
ated terms (VIM), in order to emphasize 
the primary role of concepts in develop-
ing a vocabulary.

In ISO/IEC Guide 99, it is taken 
for granted that there is no fundamen-
tal difference in the basic principles 
of measurement in physics, chemistry, 
laboratory medicine, biology, or engi-
neering. Furthermore, an attempt has 
been made to meet conceptual needs of 
measurement in fields such as biochem-
istry, food science, forensic science, and 
molecular biology.

ISO/IEC Guide 99 was developed 
by a joint committee comprising repre-
sentatives of the International Bureau 
of Weights and Measures (BIPM), IEC, 
ISO, the International Federation of Clin-
ical Chemistry and Laboratory Medicine 
(IFCC), the International Union of Pure 
and Applied Chemistry (IUPAC), the 
International Union of Pure and Applied 
Physics (IUPAP), the International Organ-
ization of Legal Metrology (OIML) and 
the International Laboratory Accredita-
tion Cooperation (ILAC).

ISO/IEC Guide 99:2007 is avail-
able from ISO national member institutes 
and from ISO Central Secretariat through 
the ISO Store (www.iso.org/isostore) or 
by contacting the Marketing & Communi-
cation department (sales@iso.org).

Safer electronic financial 
transactions with  
new ISO standard for 
state-of-the-art biometric 
authentication 

by Maria Lazarte, Assistant 
Editor of ISO Focus

ISO has just published a standard 
to increase the security of financial 
transactions over electronic media. 

The new standard, ISO 19092:2008, 
Financial services – Biometrics – Secu-
rity framework, establishes the security 
requirements for the implementation and 
management of state-of-the-art biomet-
ric identification technology within the 
financial industry.  

The development of computer-
based technologies has brought about 
a revolution resulting in a proliferation 
of electronic transactions. This has pro-
duced a phenomenal reduction in costs and 
improved efficiency within the financial 
industry. Trillions of dollars in funds and 
securities are transferred daily on payment 
and other financial systems through tele-
phone, wire services and other electronic 
communication mechanisms. 

According to ISO 19092:2008, the 
sheer volume and value of such transac-
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tions exposes the financial community 
and its customers to severe risks from 
accidental or deliberate alteration, sub-
stitution or destruction of data. There is 
therefore a strong need for an ironclad 
authentication method.

Biometrics is increasingly con-
sidered as a reliable means of identifi-
cation. It includes technologies such as 
finger image, voice identification, eye 
scan and facial image. Its advantage and 
appeal lies in its convenience and ease 
of use, its level of apparent security, per-
formance and non-invasiveness.

ISO 19092:2008 describes the 
security framework for using biomet-
rics for authentication of individuals in 
financial services. It introduces the types 
of biometric technologies and addresses 
issues concerning their application. 

The standard presents the archi-
tectures for implementation, specifies 
the minimum security requirements for 
effective management, and provides 
control objectives and recommenda-
tions suitable for use by a professional 
practitioner. It promotes the integration 
of biometrics into the financial industry 
and the management of biometric infor-
mation as part of the overall information 
security management programme of the 
organization.

ISO 19092:2008 also addresses 
the following topics :

• usage of biometrics for the authen-
tication of employees and persons 
seeking financial services by :

– verification of a claimed identity ; 

– identification of an individual ;

• validation of credentials presented at 
enrolment to support authentication 
as required by risk management ;

• management of biometric information 
across its life cycle comprised of the 
enrolment, transmission and storage, 
verification, identification and termi-
nation processes ;

• security of biometric information dur-
ing its life cycle, encompassing data 
integrity, origin authentication and 
confidentiality ; 

• application of biometrics for logical 
and physical access control ; 

• surveillance to protect the financial 
institution and its customers ; 

• security of the physical hardware used 
throughout the biometric information 
life cycle.

 “ISO 19092 offers a valuable 
international consensus-based tool to 
the financial industry that will encour-
age the secure implementation of biomet-
rics as an authentication method with-
in this sector. This standard is one step 
ahead, paving the way for the next gen-
eration of safer and more reliable finan-
cial transactions, increasingly important 
in today’s electronic era,” commented 
Mr. Mark Lundin, Chair of the ISO sub-
committee who developed the standard 
(subcommittee SC 2, Security manage-
ment and general banking operations 
from ISO technical committee ISO/TC 
68, Financial services).

ISO 19092:2008 is available from 
ISO national member institutes and from 
ISO Central Secretariat through the ISO 
Store (www.iso.org/isostore) or by con-
tacting the Marketing & Communication 
department (sales@iso.org).

ISO to develop new 
management system 
standard for improving 
road safety on global level

by Roger Frost, Manager, 
Communication Services,  
ISO Central Secretariat

ISO has just approved the creation of a 
new project committee to develop an 
international standard for road traffic 

safety management systems.
The secretariat of the project 

committee, ISO/PC 241, Road safety 
management, has been assigned to SIS 
Swedish Standards Institute, and its first 
meeting is expected to be held in Stock-
holm, 16-19 June 2008.

ISO/PC 241 will bring together 
stakeholders including representatives of 
organizations responsible for road traffic 
infrastructure, public authorities, government 
departments, the transport sector, manufac-

turers, emergency services, health services 
and the variety of associations concerned 
by aspects of road safety (e.g. prevention 
of accidents, protection of children, care 
of and rights of accident victims). 

The committee’s job will be to 
develop a standard following the generic 
management system approach pioneered 
by ISO 9001:2000 for quality manage-
ment and since applied to other objec-
tives, including ISO 14001 (environmen-
tal management) and ISO 28000 (supply 
chain security). 

ISO Secretary-General Alan Bryden 
commented: “As was highlighted at the 
2nd United Nations Stakeholder Forum 
on Global Road Safety, in which ISO 
participated in April 2007, road crash-
es kill more than 1,2 million a year, and 
for every single death there are 20 to 50 
serious injuries. Road traffic injuries also 
impede economic development, with 
costs to emerging economies from fatal-
ities and disabling injuries estimated at 
1-2 % of GNP.

“ISO already contributes to many 
aspects of road safety with more than 
200 standards related to this field. The 
new standard to be developed by ISO/
PC 241 will provide a structured, holistic 
approach to road safety that will comple-
ment government and industry programmes 
and initiatives. Backed by international 
agreement, it will help to fulfil the UN’s 
objective of improving global road safety, 
e.g. by providing public services and pri-
vate companies operating fleets of vehi-
cles, including for transportation servic-
es, freight and car rentals, with a specific 
and globally recognized safety manage-
ment system standard.”

The future standard will be appli-
cable to all actors with an influence on 
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road safety, including companies and 
organizations involved in :

• the design, building and maintenance 
of roads and streets ;

• the design and production of cars, lor-
ries and other road vehicles, includ-
ing parts and equipment ;

• the transport of goods and people ;

• generating significant flows of goods 
and people ;

• having personnel working in road 
transport systems ;

• responding to road traffic accidents 
(emergency and first aid services ;

• rehabilitation of accident victims.

Potential users of the standard 
include transport and haulage companies, 
rental car companies and local govern-
ment organizations responsible for the 
transport of goods and people.

The standard will provide a holis-
tic approach to road traffic safety. The 
intention is to help organizations:

• improve their performance in relation 
to road safety ;

• contribute to reducing accidents ;

• better meet regulatory requirements 
and societal expectations regarding 
road safety ;

• employ a process approach, includ-
ing the Plan-Do-Check-Act cycle and 
continual improvement, to set and 
achieve road safety objectives.

In addition, the standard may pro-
vide an internationally harmonized tool 
useful for organizations involved in :

• auditing the effectiveness of road safe-
ty programmes ;

• analysing accident black spots ;

• providing funding or awarding prizes 
for road safety.

 ISO/PC 241 will work in the area 
of management system standards only. It 
will not encroach on regulatory responsi-
bilities but seek to be complementary to 
the road safety work of intergovernmental 
organizations such as the United Nations 
Economic Commission for Europe and the 
World Health Organization. In particular, 
it will work in close collaboration with the 
United Nations Road Safety Collaboration, 
of which ISO is already a member.

ISO 17090 will help 
secure exchange of 
healthcare information on 
Internet

by Sandrine Tranchard, 
Communication Officer,  
ISO Central Secretariat

Paper-based healthcare prescriptions 
are more and more being replaced 
by e-prescriptions. Meanwhile, 

threats to the security of health informa-
tion through unauthorized access are also 
increasing. It is essential for health serv-
ices to deploy reliable information secu-
rity measures that minimize the risk of 
unauthorized access, whether deliberate 
or inadvertent.

How does the healthcare industry 
provide appropriate protection for the data 
conveyed across the Internet ? And how 
can it do this in a practical, cost-effective 
way? Digital certificate technology pro-
vides means to address this challenge with 
the help of international standards such as 
ISO 17090:2008, Health informatics – Pub-
lic Key Infrastructure, a three-part series 
of standards of which each part makes a 
contribution to defining how digital cer-
tificates can be used to provide security 
services in the health industry. 

Ross Fraser, Convenor of the ISO 
working group that developed the standard 
comments : “  ISO 17090 describes the tech-
nical, operational and policy requirements 
that need to be addressed to enable digit-
al certificates to be used in protecting the 
exchange of healthcare information within 
a single healthcare organization, between 
organizations and across jurisdictional 
boundaries. Its purpose is to create a plat-
form for global interoperability.” 

Digital certificate technology 
addresses these challenges through the use 
of “ public key cryptography” to protect 

information in transit and “ digital certifi-
cates ” to confirm the identity of the person 
or the device that sent the information.

In the healthcare environment, this 
technology uses authentication, encryption 
and digital signatures to facilitate confi-
dential access to personal health records as 
well as secure movement of these records. 
The ultimate aim is to allow clinicians and 
healthcare administrators to best serve the 
interests of their patients.

The three-part standard can help 
users who are primarily interested in a 
specific aspect of digital certificate use 
in healthcare. Senior administrators will 
find an informative general overview in 
Part 1. Technical implementation teams 
will find detailed technical information 
in Part 2. Business analysts and adminis-
trative implementation teams will find a 
detailed policy framework and administra-
tive requirements to support implementa-
tion in Part 3.

• ISO 17090-1 defines the basic con-
cepts underlying the use of digital cer-
tificates in healthcare and provides a 
scheme of interoperability require-
ments to establish digital-certificate-
enabled secure communication of 
health information.

• ISO 17090-2 details the use made of 
digital certificates in the health indus-
try and focuses, in particular, on spe-
cific healthcare issues relating to cer-
tificate profiles.

• ISO 17090-3 deals with management 
issues involved in implementing and 
using digital certificates in healthcare. 
It defines a structure and minimum 
requirement for certificate policies 
and a structure for associated certi-
fication practice statements.

The ISO 17090:2008 series was 
developed by ISO technical committee 
ISO/TC 215, Health informatics working 
group WG 4, Security.

ISO 17090:2008, parts 1 to 3, 
are available from ISO national member 
institutes and from ISO Central Secretar-
iat through the ISO Store (www.iso.org/
isostore) or by contacting the Marketing 
& Communication department (sales@
iso.org). 

40  ISO Focus March 2008



Main Focus

Developments and 
Initiatives

Information and document  
management

We are living in a fast-paced electronic 
era, dominated by continual technical 
developments that are drastically trans-
forming the way we work. Although 
these developments can bring great 
advantages and widen our possibilities, 
the rate of change makes it extremely 
difficult for businesses to keep up with 
these emerging technologies and their 
impact. 

Web- and network-based communications 
and platforms are moreover making the 
classic stable and clearly demarcated 
storage and management of documents 
redundant. At the same time, they are 
significantly widening the availability 
of information, in multiple languages 
and language resources (e.g. text, termi-
nologies and computational lexicons). 
In order to help organizations catch up 
with these seemingly chaotic develop-
ments, ISO standards offer practical  
up-to-date guidance to get ahead in this 
rapidly changing era.

The April issue of ISO Focus will con-
centrate on how international standards 
facilitate information and document 
management in all areas – from presenta-
tion to classification, contextualization, 
management and preservation of infor-
mation. Find out how the new generation 
of ISO standards is overcoming the  
barriers presented by the increasingly 
blurred reference points of traditional 
document maintenance, with a multi-sec-
torial open approach focussed on integra-
tion and interoperability of systems.

ISO standards follow documents 
through all stages of their lifecycle from 
production to conservation. They also 
promote record management (a critical 
task for any organization), as a means to 
establish control and accountability in 
business environments. Moreover, they 
facilitate the portability, retrievability, 
compatibility and interchangeability 
between document management systems 
across global operations, ensuring the 
best policies and practices to protect 
information.

Learn more in the next issue on how 
ISO standards on codes and identifica-
tion contribute to the internationaliza-
tion of information. Moreover, interna-
tional standards also offer valuable 
solutions for preparing, representing 
and exchanging any kind of language 
resource, a key element for regulatory 
activities, in particular for technical 
standardization, quality management, 
regulation of intellectual property and 
much more.

In an exclusive interview, Oracle,  
whose work on software development 
has helped numerous organizations  
manage business systems and information 
with reliable, secure, and integrated 
technologies, will tell us more about 
how international standards offer  
value-added solutions to their work. 

Don’t miss our next issue of ISO Focus 
to find out about the solutions offered 
by ISO standards in this rapidly  
changing era for information and  
document management.

Interview with the Swedish  
Agency for International  
Development Cooperation
The next issue of ISO Focus features  
an interview with Margareta Davidson-
Abdelli, Senior Advisor on Trade at the 
Swedish Agency for International 
Development Cooperation (Sida). Sida 
is a government agency under Sweden’s 
Ministry for Foreign Affairs. Its goal is 
to contribute to making it possible for 
poor people to improve their living  
conditions.

In this exclusive interview, Ms. Davidson-
Abdelli expands on the importance  
of international trade for sustainable  
development. In particular, she explains 
how international standards play a key 
role in enabling market integration and 
increasing competitiveness of developing 
countries. 

“ ISO’s work”, she says, “ addresses 
issues which are of great importance for 
developing countries, such as food safety, 
health standards, social responsibilities, 
environmental issues and climate 
change, just to mention some areas.”

Her interview will also address ISO  
initiatives that Sida is currently support-
ing, such as the ISO project to increase 
the participation and impact of  
developing countries in international 
standardization.

Coming up
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