Hest Assured

Complaints

Complaints can be submitted via email
(feedback@westassured.ie), phone,
website, or in writing. West Assured
will acknowledge receipt within 5
working days.

West Assured determines whether the
complaint is related to certification
activities. If not related, the
complainant is informed, and no
further action is taken. If related, the
complaint proceeds to investigation.

West Assured assigns an investigator
who was not involved in the subject of
the complaint. Relevant information,
records, and personnel are reviewed. If
the complaint involves impartiality
concerns, the Impartiality Committee
is consulted.

A formal response is provided to the
complainant within 30 working days. If
resolution  requires longer, the
complainant is updated on progress.
The resolution includes corrective
actions and preventive measures (if
applicable)

If the complainant is dissatisfied with
the resolution, they may escalate the
complaint to Top Management of West
Assured or the Accreditation Body.

Appeals

When a client appeals against the
certification decision / audit finding the
following process will apply. This
includes those appeals that may arise
from the complaint procedure.

The appellant must submit a written
appeal within 30 days of receiving the
certification decision to
feedback@westassured.ie with
details, reasons for appeal, and
supporting evidence.

West Assured will acknowledge receipt
of the appeal within five (5) working
days.

West Assured will ensure that the
persons engaged in the appeals
handling process are different from
those who carried out the audits,
certification review and decisions. An
initial review to verify the appeal’s
validity and completeness will be
completed by an impartial
representative.

Certification Information Requirements

An email confirming the receipt of the
appeal is issued to the client. This
investigation and decision on appeals
shall not result in any discriminatory
actions against the appellant.

The Appeals Committee, composed of
competent impartial members not
involved in the certification decision or
audit process under appeal, reviews
the case.

Additional information may be
requested from the appellant. A
hearing may be scheduled if necessary
to provide the appellant an opportunity
to present their case.

The Appeals Committee evaluates the
appeal based on facts, evidence, and
compliance with applicable
standards. A final decision is made
within 30 days of appeal
acceptance. The decision is reviewed
for fairness and impartiality before
finalisation.

The decision is communicated in
writing to the appellant. If the appeal is
upheld, corrective actions are initiated,
and the certification decision is revised
as necessary. If the appeal is rejected,
the appellant is informed of the
reasons and their right to further
recourse.

Suspension

West Assured will suspend a client
certification in the following situations:

If the client fails to respond to non-
conformities raised during the audit
within the specified time frame.

There is a significant non-conformity
that impacts the client's ability to
conform to the standard.

The client fails to make progress with
corrective actions or does not
implement corrective actions
effectively.

The client’s management system is
deemed ineffective or incapable of
ensuring ongoing compliance.

West Assured will formally
communicate any issues that may lead
to suspension during the audit or post-
audit process.

West Assured will notify the client of
the suspension decision, providing a
clear explanation of the reasons and
the consequences for failing to resolve
the issues.

The suspension notice will include a
request for the client to provide a
corrective action plan within a defined
time frame. A clear indication of the
suspension period (temporary or
indefinite) will also be provided.

West Assured will contact the client by
phone to confirm receipt of the
suspension notice and discuss the next
steps.

The suspension period will be
determined based on the severity of the
issues and the time required to
implement corrective actions. During
the suspension period, the client is not
permitted to claim certification status
or use the certification mark.

West Assured will continuously
monitor the situation and ensure the
client is working toward resolving the
issues leading to
suspension. Restoring certification will
only take place when client corrective
action plan has been effectively
implemented, and a review has been
completed by West Assured. Restoring
certification that has been suspended
due to payment terms breaches will
only occur when payment has been
received within the appropriate
certification cycle.

Withdrawal

West Assured may withdraw a client
certification in the following situations:

The certified organisation fails to meet
certification requirements and does
not take corrective actions within the
specified time.

The organisation voluntarily requests
withdrawal of its certification.

The organisation ceases operations or
undergoes significant structural
changes that affect certification
validity.

The  organisation misuses  the
certification mark or makes false
claims about certification status.
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Failure to pay certification-related
fees.

The organisation does not allow
surveillance or recertification audits
within the required timeframe.

West  Assured’s  decision-making
committee (independent from
auditors) will review evidence and
ensure impartiality before withdrawing
certification.

West Assured will formally notify the
organisation in writing, stating: The
reason(s) for withdrawal, the effective
date of withdrawal, consequences of
withdrawal (e.g., prohibition from using
certification marks and references to
certification) and the Appeal
procedure, if applicable.

West Assured will update its
certification records to reflect the
withdrawal. Interested parties (such as
regulatory bodies, accreditation
bodies, and customers) may be
informed if required.

The organisation must immediately
cease using the certification mark and
certificate, any marketing materials or
documents implying certification
status, West Assured may conduct
verification checks to ensure
compliance.

The organisation may appeal the
decision following West Assured
appeals procedure. If the organisation
resolves the issues that led to
withdrawal, it may reapply for
certification, undergoing a  ful
certification audit.

Expanding / Reducing

The client submits a formal request,
including, justification for the change,
updated processes, sites, or
products/services affected and any
evidence of implementation where
applicable.

West Assured acknowledges receipt
and performs an initial review to
determine feasibility.

West Assured evaluates the impact of
the request on the certification. If an
extension is requested, West Assured
determines whether additional audit
time or technical expertise is

Certification Information Requirements

required. If a reduction is requested,
West Assured ensures that the
remaining scope is still compliant with
the certification requirements.

The audit covers the additional scope
or verifies the removal of the reduced
scope in compliance with the relevant
standard.

The audit team prepares a report
detailing findings and
recommendations and the
Certification Decision review of the
audit report is conducted. If the
extension or reduction is approved, a
revised certificate is issued reflecting
the updated scope. If additional
corrective actions are needed, the
client must address them before
approval.

West Assured updates certification
records, client databases, and public
listings (if applicable). The client
receives an updated certificate and
confirmation of the changes.

The updated scope is reviewed during
subsequent surveillance or
recertification audits.

Granting and Maintaining

West Assured
independent review of the audit
process once the organisations
corrective actions have been verified (if
applicable), the certification decision
will determine the granting or
continued  certification. Ongoing
maintenance and surveillance
Audits will be required to maintain
certification.

conducts an

West Assured conducts surveillance
audits to ensure ongoing compliance,
and continual improvement of the
organisations management system in
order to maintain ISO certification and
ensure the organisation remains
aligned with ISO standards over time.

West Assured may refuse to grant
certification if the audit findings
indicate that the management system
does not meet the requirements of the
relevant ISO standard. If
nonconformities are identified and not
adequately addressed, or if there is
insufficient evidence to demonstrate
effective  implementation of the

system, West Assured is obligated to
withhold certification to ensure the
integrity and impartiality of the
process. Refusal may also occur if the
client fails to provide access to
necessary documentation, facilities, or
personnel required for a fair and
thorough evaluation. West Assured
may also refuse to proceed with an
application for certification if the client
does not meet the prerequisites for a
credible and impartial audit. This can
include situations where the client is
unwilling or unable to provide the
necessary documentation, access to
sites, or cooperation needed to
conduct an effective audit. Other valid
reasons may include conflicts of
interest, concerns about impartiality,
or competence. Refusal may also
occur if the client has a history of
unethical behaviour, attempts to
influence the outcome of the audit, or
demonstrates a lack of commitment to
meeting the standard's requirements.
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