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Quality certification in banks

Among the 130 000 IQNet certified companies in the world we have detected a
significant number of banks. This is clear evidence that the ISO 9000 standard
fits the banking environment and that the relevant certification represents a
valuable service for this kind of organization. Indeed ISO 9000 is perceived as a
suitable tool for an efficient and effective management, the standard also being a
credible reference for the internal Code of Conduct.

Usually, achieving ISO 9000 certification is an internal goal, since international
and local markets do not require this kind of recognition. The decision to apply [ r .
for 1ISO 9000 certification is mostly taken by the bank’s Management Board to Dr. Fabio-Roversi
support the re-engineering of the production processes (mainly credit, transfer President IQNet

and finance) or to enhance the image of the bank.

Among the benefits for the improvement of the internal processes, one could
underline :

- a better client oriented behaviour

- a simpler and more updated internal procedure system
- a better documented management system

- a more effective decision making process

- a compliant process managed in a more effective way
- an enhanced importance of training of personnel

- a rational implementation of the purchasing activities

- an internal audit process more focused on the internal methodologies and -
checks

- less costs and more revenue

Two of the main problems encountered by banks when implementing a
management system are:

- the “resistance toward the change” of some employees and
- lack of sensitiveness of the back office personnel to a client-oriented attitude.

Certified banks are also very interested in getting even further ahead with the
quality issue iln order to achieve other important goals: they have showed a
remarkable interest towards the Excellence models which are used as reference
inside the IBEC (IQNet Business Excellence Class ) service. We wish all IQNet
certified banks a successful future and we strive to be their preferred partner for
all quality matters.

Dr. Fabio Roversi, President IQNet




1ISO 9001:2000 Transition period at
half-time

On 15 June 2002, the 3 years transition time to adopt the new standard 1ISO
9001:2000 will reach its half-time. At this date, over 10% of all ISO 9000
certificates worldwide will be issued according to the new standard ISO
9001:2000. Saying this, one should consider the situation of the other 90%,
representing almost 400’000 certified companies.

IQNet, having a market share of more than 25%, expects a big certification rush
in 2002 and 2003. Therefore, we are glad to be ready to fulfill the needs and
expectations of our customers. According to the IAF (International Accreditation
Forum) transition document, accredited certificates according to the standards
ISO 9001/2/3:1994 will be invalid after 15 December 2003.

In October 2001, ISO took a very important decision: It was agreed to keep the
standard 1ISO 9001:2000 for at least 5 years unchanged, i.e. until 15 December
2005. This guarantee enables all interested parties to implement and work with
the new standard for a sufficient period of time.

The standard 1ISO 9001:2000 is based on a process-oriented model. This is the
way our service-oriented society thinks and acts. As we all know, the service
sector (banks, insurances, administration, hotels, shops, logistics etc.) is growing
worldwide; in some countries or regions even exceeding 70% of all employees.
Thus, the new standard faces high potentials of growth and acceptance.

In the industrial sector, the new process-oriented thinking generates positive
approaches in most sectors and on most levels. The quality aspects become part
of the overall management systems, in many cases enabling substantial benefits
through new structures and improved customer focus.

IQNet and its partners promote the incorporation of different tools, standards
and regulations into one single management system. Besides the quality
aspects (ISO 9001) it also includes environmental management (ISO 14001),
occupational heath and safety (OHSAS 18001:1999), risk management (FMEA,
HACCP), TQM and Business Excellence Models (IBEC, EFQM, MBA etc.) as
well as sector schemes (QS 9000, TL 9000, biological food, medical devices
etc).

IQNet and its partners strongly encourage everybody concerned to support the
worldwide implementation of the new standards. The main elements of the IQNet
promotion are publications, presentations in international organizations and for
global customers, IQNet Fora, auditors’ contacts with customers as well as the
websites of IQNet and its partner organizations.

The 30 IQNet partners have trained their auditors to the new standards and
participated in common IQNet training courses. In order to fulfill the customers
needs, IQNet partners can appoint auditors for most standards and languages.
In addition, IQNet has prepared a guidance document to demonstrate its position
on the 1ISO 9000:2000 series and to facilitate the introduction of the new process
oriented quality management systems by users.

Hans Buser

Secretary General of IQNet

Hans Buser
Secretary General of IQNet




Global Account Management (GAM)

One of the big advantages of IQNet (The International Certification Network) is
our worldwide certification service for global customers. All 30 IQNet partners
and their 100 subsidiaries are strongly committed to this approach. Supporting
this global vision, IQNet published a GAM brochure and conducted three

GAM workshops between October 2001 and February 2002. Four additional
workshops are planned in 2002.

IQNet issued more than 110’000 certificates, representing 25% of the total world
market. According to our statistics, IQNet partners have certified more than 120
international customers. Many of these have the profile to become future IQNet
GAM partners on a worldwide, regional or sectorial level. The first success
stories are on the way to be written. Such projects usually start on request by the
global customer, followed by common presentations of IQNet and the respective
local partner.

Several IQNet partners are directly involved in leading such certification activities
on the executive level. As GAM responsible of IQNet, | can look back on a most
promising cooperation with our partners. We are convinced that IQNet GAM will
become the ideal partner for international customers focusing on global solutions
and benefits.

Hans Buser

Secretary General of IQNet

Mr Chikafumi Morita, Japan
Quality Assurance Organization
(JQA), Vice-President of IQNet,

and

Hans Buser, Secretary General
of IQNet,

are preparing presentations

to be held for potential global
customers in Tokyo in November
2001.




MSZT: Increased Market Share in
Hungary

At the beginning of the last century the expansion of industrial production
required an institutional status for standardisation. In 1921 the Minister of
Trade agreed to the establishment of the Hungarian Industrial Standardising
Committee. The statutory meeting of the committee took place in April of that
year. It worked until 1931 when, due to insufficient financial resources, it was
dissolved.

In 1933 the Hungarian Standards Institute was founded, which was an
independent autonomous body. In 1941 the Institute was reorganised and got
under the supervision of the Minister of Industry. Before 1945 the Institute issued
about 900 Hungarian National Standards.

After 1945 the Government dissolved the Hungarian Standards Institute and
nationalised the relevant activities under the supervision of the Minister of
Industry; thus standardisation became an activity directly managed by the state.

The following important milestone was when the Hungarian Standards Institute
was reorganised and the Hungarian Office for Standardisation (MSZH) was
established in 1951. MSZH carried out its national standardisation activities as a
state organ having public authority till 1995.

By virtue of the Law XXVIII of 1995 on national standardisation, the Hungarian
Standards Institution is the national standards body of the Republic of Hungary,
an independent, non-profit body of public interest. It was the first standardisation
organisation in Central-Eastern Europe which was transformed to conform to the
European norms.

The main fields of its activities are:
- standardisation
- certification
- training
- information

MSZT has been carrying out certification activity since 1990. The Secretariat for
Certification was established in 1995. It obtained the accreditation for certification
of quality systems on 12 March 1997. The fields of certification are:

- Certification of Quality Management Systems (MSZ EN ISO 9001:2001);
- Certification of Quality Systems (MSZ EN ISO 9001/2/3:1996);

- Certification of Environmental Management Systems (MSZ EN ISO 14001:
1997),

- Certification of Occupational Health and Safety Management Systems
according to MSZ/T 28800 standard (BS 8800),

- Verification of conformity of HACCP System;

- Certification of Quality Management System of medical devices according to
the requirements of MSZ EN 46001 and MSZ EN 46002 standards;

- Certification of welding and welded structures according to the requirements of
MSZ EN 729 standard,

- Conformity assessment and certification of products according to national
standards;
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- Conformity assessment and certification of machines on safety requirements;
- Assessment of AQAP 110, 120, 130 Quality Assurance System,
- Certification of personnel.

MSZT is accredited by SWEDAC (Swedish Board for Accreditation) and by NAT
(National Accreditation Board) for certification of quality management systems on
ISO 9000 and certification of products. It is accredited by NAT for certification of
quality management systems on ISO 9000, environmental management systems
on ISO 14001 and the certification of personnel.

The number of organisation certified by MSZT is significantly increasing from
year to year. The enclosed 2 diagrams show the number of certificates issued by
MSZT year by year and MSZT’s market share between 1995-2001. In the year of
2001, 37 certification bodies worked in Hungary.

The Hungarian Standards Institution has implemented the quality management
system for standardisation activities in accordance with the requirements of ISO
9001:1994. The quality management system is certified by the OQS (Austrian
Association for Certification of Quality- and Management Systems).

International relations
-1SO
-IEC
- CEN
- CENELEC
- ETSI
- IQNet

- EOTC - MSZT provides for the secretariat work related to the
participation in European Organisation for Testing and Certification (EOTC) as
the member of National Forum for Conformity Assessment (EOTC Hungary).

Bilateral co-operations
- DIN, AFNOR and ON in the field of standardisation
-0QsS, DQS, CISQ and AFAQ in the field of certification

Livia Szalai
MSZT Hungary
Deputy Head of Secretariat for Certification




Asian IQNet Members Held A6
Meeting In Guangzhou

IQNet Asian 6 members’ meeting hosted by CQM (China Certification Center
for Quality Mark) was conducted in Guangzhou, P.R.China on February 27 and
28. The Asian IQNet members CQC, CQM, HKQAA, JQA, KFQ and PSB Cert
(hereafter referred to as A6), totally sent out 21 delegates to attend the meeting.
Mr. Hans Buser, the Secretary General of IQNet, was invited to join the A6
meeting. Mr. Zhang Wei, CEO of CQM, chaired the meeting.

Before opening the A6 meeting, an IQNet Certificate Issuing Ceremony was
carried out by CQM. Mr. Buser made an introduction to the attendants and news
press. Mr. Buser and Mr. Morita were invited to hand over IQNet certificates to
CQM customers of Guangdong Province.

The A6 meeting was conducted in a harmonized and friendly atmosphere. Each
member introduced its current situation and new activities, discussed the trends
of ISO 9000 development, integrated audits, product certification, problems
occurred during the implementation of ISO 9000:2000, and some |IQNet related
issues. Among all these topics, the most important was how to strengthen the
cooperation among A6 members more efficiently, and some common views were
achieved, especially on the co-certification issue.

It was the first time to hold the IQNet Asian meeting in P.R. China, and the
meeting was a success. Through IQNet partners, who all provide added value
to existing and potential customers, IQNet will be recognized by more and more
Chinese customers.

Zhao Zhiwei
International Department, CQM P. R. China
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Certification advantages for
CORTICEIRA AMORIM, SGPS,SA

During the last thirty years, the activity of CORTICEIRA AMORIM has been
mainly characterized by an exporting policy and a constant and continuous direct
investment abroad.

The access to more sophisticated and developed markets has caused, ever
since, a special attention to the advantages of a productive process, certified by
international standards, bearing in mind the obvious advantages to our clients,
in what reputation and trust are concerned. Therefore CORTICEIRA AMORIM,
SGPS, SA assumed the need of having its shared enterprises certified by ISO
standards as a sign the process of on-going modernization, getting a more
effective and flexible organization and, thus, much more prepared to compete in
the international markets.

It is important to point out the implementation of a quality guarantee system and
the achieving of the title of certified enterprises by APCER, as a commitment
we chose to assume with our clients, shareholders and suppliers, providing
enterprises with the required abilities in order for them to supply products

and services with such quality features, that run, at the same time, as internal
catalysers in the continuous improvement process. Nowadays, certification is a
reality we can not disconnect from our daily life, allowing us the access to new
markets and clients, by the recognition of its meaning in international terms

- the certificate’s internationalization and its recognition by other European and
international entities represent a very important aspect on behalf of certification.

It was also very important to avoid the multiplication of the evaluation actions
and/or audits by some of our clients, once one of the basic requirements was
already fulfilled through the I1SO certification.

But it was not only at the enterprises’ external relationship that the certification
has revealed itself as an important active for CORTICEIRA AMORIM, SGPS, SA.
It was also important inside the organizations due to the contribution it gave to
the increase of importance given to quality in the strategy of our enterprises.

The increase of the proved procedures, the increase of the resources involved

in quality and in production quality control were simply the most visible aspects
of a deep transformation. The positive impact that occurs upon the documentary
registration of the enterprises, upon the performance of the quality area, upon
the quality of products global performance of the enterprises are naturally
fundamental “outputs” in the operational efficiency and in the management of the
productive structure.

Our activity, based in a natural product, as the cork, has extraordinarily benefited
from the certification processes in which we have been involved.

We stopped being considered as a traditionalist industry, starting to own a trust
in the process of transformation and technological innovation that characterize us
today, allowing us to establish partnership with the most advanced industries at
international scale.

Finally, | would also like to point out the real cooperation, in these last years,
between CORTICEIRA AMORIM, SGPS, SA and APCER, that through
systematic quality audits, has allowed us, not only to continuously evaluate the
efficiency of the implemented systems, but also to correct the indicated “non-
conformities”, surpassing in a continuous way the quality level achieved.

Antonio Rios de Amorim
Board of Directors’ President of Corticeira Amorim, SGPS, SA

Antonio Rios de Amorim Board
of Directors’ President of Corti-
ceira, Amorim, SGPS, SA




IQNet Certification System for
e-Business and e-Commerce
Activities

IQNet has just finished the set-up of its new certification service, a certification
system for the e-commerce and e-business activities worldwide. It is based on
international standards and on a proprietary IQNet technical specification. It
will be offered to IQNet partners as a new, internationally accepted scheme to
satisfy the needs and the requirements of their customers operating in the net-
economy.

This system has been developed by CISQ (Italy) and DIN CERTCO (partner of
DQS, Germany) through the harmonisation of previously exiting and validated
certification schemes under the co-ordination of IQNet.

IQWeb grants benefits to both parties operating in the business-to-business
(B2B) or business-to-consumer (B2C) environment.

Major benefits for companies offering goods or services on the
Internet are:

- the e-business activity conforms to the highest standards

- with a mouse click the certification is validated and information are given about
the company, the certification body and the activity which is carried out. This
validation is secure and tamper proof

- priority is given to the customer’s expectations
- the e-business activity is secure, reliable and customer-friendly

- the company can rely upon the customer’s confidence as a competitive
advantage

Major benefits for companies or consumers using services and
buying goods on the internet are:

- the site is reliable and legally registered
- the e-commerce service is of the best quality

- the selling conditions and delivery terms are clear and true

- security and privacy are applied for the treatment of personal and financial data

. customer’s complaints are taken into consideration and an out-of-court -
settlement service is available on-line

The three levels-of the
product aim at different
types of e-commerce and
e-business applications:

Level 1

Simple E-Shops or E-Services
with a relatively low capital turno-
ver (Business to Consumer)

Level 2

E-Commercé Applications with a
higher capital turnover (Business
to Business) and higher security
needs (Business to Government)

Web-Applications which are
seldom used and have lower
usability needs (Application ser-
vice providers)

Level 3

E-Commerce Applications with
a very high capital turnover
(Business to Business) or very
high security needs (Business to
Government)

Web-Applications which are
used regularly and have higher
usability needs (Application ser-

_vice providers)

Ing. Dario Algabato
1GQ/CISQ, ltaly




GoodPriv@cy Data Protection Label

What makes successful enterprises stand out from the rest is that they efficiently
meet their clients’ demands and exceed their expectations.

The benchmark for this fulfilling of their function includes

- an appropriate range of products and services of the highest quality,

- lean structures and management of the company processes consistently
orientated towards customers and interest partners,

- the orientation towards a strategy of continual improvement
- credible communication.

This fulfilment of the function depends very distinctively not only on the
efficiency of the enterprise but also upon the confidence in a company or even
the corresponding branch of industry. Risks to reputations - whether under
the heading of “Doubt about the Company Management” or “Protection in the
Personal Domain” are key factors in this context.

In order to actively prevent these risks to a company’s reputation and improve the
added value for customers, since December 2001 companies and organisations
have been able to apply for the GoodPriv@cy® label illustrated below.
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This label, issued by SQS in co-operation with the IQNet partners, requires

- a corporate policy and process management, to include the GoodPriv@cy®
requirements for data protection upon which it is based (see illustration below),
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- completion of a successful certification audit.
Further information is contained in the full text below or under www.sgs.ch.

R. Wasmer
SQS (Swiss Association for Quality and Management Systems)




GoodPriv@cy® Data Protection L abel

Processing personal data is an indispensable requirement for companies, non-profit
organisations and government bodies, in many cases it even forms the actual basis for their
services and products. Complying with statutory and contractual data protection
requirements as well as guaranteeing the security of information are therefore of strategic
importance. It goes without saying that for data protection and the security of information it is
necessary to use those methods and tools which have proven successful in quality
management - including the facility to document and effectively communicate the company's
own data protection performances to customers, business partners and the general public,
by way of a quality label.

The label body - consisting of the IQNet-Partner SQS, Safe + Legal AG and RM Risk
Management AG — established in accordance with international criteria (ISO 14024), has
created the GoodPriv@cy® label which introduces a set of rules together with the
requirements for a data protection management system and the regulations relating to the
auditing and issue of the data protection label.

The normative bases of GoodPriv@cy® are formed by the international and national laws on
data protection (basic European Union Directives on data protection), the management
system requirements orientated towards the management principles in accordance with 1ISO
9001 and I1SO 14001 as well as requirements from the security of information standard
ISO/IEC 17799.
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MS = Management system requirements demanded of the data protection management system

Anyone who wishes to obtain the GoodPriv@cy® label must essentially fulfil the following

requirements:

- have a formulated and implemented policy on data protection,

- have a functioning and documented data management system (DMS) together with
the planning, implementation, monitoring and assessment of the measures required,

- adherence to all the statutory and contractual rules and regulations on data
protection relevant for the area to which the DMS applies, including the normative
requirements specific to the individual sector,

- the guarantee of security of information required for data protection through
corresponding organisational, personnel and technical measures,

- effective monitoring and continual improvement of the processes relevant to data
protection.

The auditing of the data protection management system and issue of the data protection
label are carried out in accordance with the certification rules for management systems as
stipulated by GoodPriv@cy® (available from SQS). SQS and other accredited IQNet
partners can issue the Good Priv@cy® data protection label and certify that as a result of the
successfully completed certification procedure, the audited company meets the
requirements. The certification, valid for 3 years, entitles the company to use the quality label
illustrated below:



A monitoring audit is carried out annually for the purpose of maintaining the data protection
label and a repeat audit every three years for renewal of the label.

lllustration of the certification procedure:

Information to the
organisation

Application
for issue

Registration for
certification

Issue of
GoodPriv @cy

Agreement on
dates

Annual monitoring
audits

Renewal

udit implementation every 3 years

The international applicability and recognition of GoodPriv@cy® is guaranteed worldwide via
the IQNet (The International Certification Network).

The GoodPriv@cy® label is an expression and objective proof of the care that is taken with
personal customer data - an added value for customers!

Further information on GoodPriv@cy® can be obtained from the following:
Lilli.messerli@sgs.ch or www.sgs.ch

R. Wasmer
SQS (Swiss Association for Quality and Management Systems)



The AENOR Certification Of
Handled, Processed Or Packaged
Produce

The certification of compliance with good business practices for the handling,
processing and packaging of food in production plants is an essential tool for
earning the trust of both distributors and consumers.

The growing concern of consumers about food safety, in part caused by the
recent food scandals, is bringing about an important change in the systems
for producing and handling food, while the markets are becoming ever more
demanding with regard to the conditions of these processes.

As a response to the demands, primarily of northern European supermarkets,
that their suppliers guarantee compliance with different codes of good business
practices for the handling of the products that they supply, AENOR developed
a certification system for compliance with the AENOR Technical Specifications
for Handled, Processed or Packaged Produce. These Technical Specifications
are applicable to any type of agricultural food product and the certification
permits companies to harmonise it with other certifications such as the
Technical Specification of the British Retail Consortium (BRC) for Suppliers of
Branded Food Products, the ISO 9000 Standards and the UNE 15500 series of
Standards.

Paula MARTINEZ LOPEZ, Agronomist
and Technician of the Product Certification
Division of AENOR




The Certification of Compliance gives producers a primordial tool for helping
distributors and consumers in their purchasing decisions by conveying the
security that the purchased product will meet their expectations.



TABLE 1

ASPECTS INCLUDED IN THE AENOR TECHNICAL SPECIFICATIONS FOR

HANDLED, PROCESSED OR PACKAGED PRODUCE.

1 ADOPTION OF AN APPCC SYSTEM

2 QUALITY CONTROL SYSTEM

Declaration of Quality Policy
Quality Manual

Organisational Structure, Responsibility and Authority of Management
Control of Documentation
Procedures

Registers

Specifications

Internal Audits

Corrective Measures
Traceability

Withdrawal of Products
Management of Complaints
Control of Supplier Performance

3 PLANT STANDARDS

Location

Perimeter and Land

Design and Product Flow

Factory and Areas for handling raw materials, preparation, processing,
packaging and storing.

Equipment

Maintenance

Personnel Installations

Risk of Physical and Chemical Contamination of the Product
Cleanliness and Hygiene

Residues and Disposal of Residues

Pest Control

Transportation

4 PRODUCT CONTROL

Product Design and Development

Product Packaging

Product Analysis

Separation of Product and Materials

Inventory Turnover

Detection of Metal and Detection of Foreign Bodies
Putting the Product into Commercial Traffic

Control of Defective Products




5 CONTROL OF PROCESSES
- Temperature and Time Controls
- Quantity Controls
- Validation of Equipment and Processes
- Calibrations
- Specific Handling Requirements

6 PERSONNEL
- Personnel Hygiene in handling raw materials, preparing, processing,
packaging and storing areas
- Medical Check-ups

- Protective Clothing for the food handlers and other persons that work in

or visit the food handling areas
- Training

(*) Paula MARTINEZ LOPEZ, Agronomist
and Technician of the Product Certification
Division of AENOR




The AENOR certification for fruits
and vegetables

The Mark of AENOR is a distinction of quality that producers
can obtain voluntarily. It guarantees that the fruits and
vegetables comply with the UNE standards, which specify the
characteristics that these products must satisfy.

Although the AENOR certification system began only three years ago, it
already has earned a solid reputation and has consolidated itself as the main
certification system for fruit and vegetables in the country. The prestige of the
mark, the rigour and frequency of the controls made, and the transparency of
AENOR’s activities give it an added value over other certification systems. All
these characteristics generate confidence and are valued positively by both
producers and clients. There has been a continuous increase in the number of
certified companies and products. The fact that currently 9,000 hectares of land
(primarily protected crops) and 60% of exported tomatoes (tomato being the
most exported vegetable) are certified by AENOR, is a testament to the system’s
acceptance.

The Mark of AENOR is a distinction of quality that producers can voluntarily
adopt. It guarantees that the certified fruits and vegetables comply with the UNE
standards, specifying the characteristics that these products must satisfy.

The grower who sells his vegetables under the Mark of AENOR offers a
controlled product, grown in a way that respects the environment, that satisfies
the quality requirements demanded by the most exigent consumer, and is
recognised by EUREP (association of big European supermarket chains).

Nazario MUNOZ FERNANDEZ

Technician from the Product Certification Division of AENOR




THE AENOR CERTIFICATION FOR FRUITS AND VEGETABLES
Nazario MUNOZ FERNANDEZ(*), AENOR Spain
INTRODUCTION

Although the AENOR certification system began only three years ago, it already
has earned a solid reputation and has consolidated itself as the main
certification system for fruit and vegetables in the country. The prestige of the
mark, the rigour and frequency of the controls made, and the transparency of
AENOR'’s activities give it an added value over other certification systems. All
these characteristics generate confidence and are valued positively by both
producers and clients. There has been a continuous increase in the number of
certified companies and products. The fact that currently 9,000 hectares of land
(primarily protected crops) and 60% of exported tomatoes (tomato being the
most exported vegetable) are certified by AENOR, is a testament to the
system'’s acceptance.

The Mark of AENOR is a distinction of quality that producers can voluntarily
adopt. It guarantees that the certified fruits and vegetables comply with the UNE
standards, specifying the characteristics that these products must satisfy.

The grower who sells his vegetables under the Mark of AENOR offers a
controlled product, grown in a way that respects the environment, that satisfies
the quality requirements demanded by the most exigent consumer, and is
recognised by EUREP (association of big European supermarket chains).

ORIGIN AND CURRENT SITUATION

At the beginning of the summer of 1997, upon the petition of the Spanish
Federation of Growers and Exporters of Fruits and Vegetables (FEPEX),
AENOR initiated a program of standardisation and certification for fresh fruits
and vegetables. One year later, after the publication of the Spanish standards
which regulate the production of vegetables (UNE 155001), AENOR began the
fieldwork and granted its first certifications. The AENOR certification system
rapidly spread to the production areas of vegetables for export and became a
common term used among growers. The system’s growth has continued and by
the end of the present year it is expected that AENOR will have granted the
certification for 170 vegetable products grown by 60 different companies.

There are many factors that have contributed to the success and expansion of
this certification system: The fact that the standards are commercially oriented,
adaptable to the demands of the market and the realities of the growers. That
the system conducts rigorous controls and highly frequent inspections and
samplings. That the growers accept it. That the main European supermarkets
demand AENOR certified products. Or finally, that it is a system which is
adaptable to different productive structures.

Currently, AENOR has granted the mark to nine types of different vegetables,
among which the tomato stands out for its quantitative importance, and



foresees extending it to new products such as strawberries, peaches, plums
and apricots in the near future.

The production companies are located in coastal areas that have the climate
and structures necessary for the production and export of vegetables. Murcia
was the province where the certification began, and during the first two years of
activity, the majority of the land under control was located in this province.
However, the dynamic growing companies of Almeria have realised the value of
the AENOR certification and currently 65% of the land under control belongs to
this province.

The important changes and events that have occurred in the sector during the
few years that have elapsed since the beginning of the certification system to
date have obligated us to carry out a profound reform of the system. Thus,
AENOR has modified the reference standards (UNE Standard 155001 and
155002) as well as the certification system in order to adapt it to the new
demands of the market and growers. As a result, we have been able to create a
system with high added value that complies with the requirements of EUREP
and is recognised and demanded by the main European supermarkets.

THE NEW AENOR CERTIFICATION SYSTEM
For the grower to be able to identify his fruits and vegetables with the mark of
AENOR, he must demonstrate that he is capable of continuously producing his

products in accordance with the demands imposed in the certification process.

AENOR carries out five types of controls in order to ensure this compliance:

Field work. The Association carries out an exhaustive control, using a check
list for all the applicable certification requirements, including the
management of crops, installations (pumping sheds, processing equipment,
pesticide warehouses, etc.) and the registration of pesticide treatments and
other instructions in the operation register. It carries out the inspections in
lots or parcels chosen at random at the time of the visit.

- Inspection of the handling and packaging plants. The Association carries out
an exhaustive verification of the requirements contained in the standards,
among others, the training of personnel, installations, verification and
maintenance of equipment, handling of the produce, etc. An important
control point is the verification of the proper functioning of the system for
segregating controlled from non-controlled produce.

- Inspection of the quality assurance system. The Association evaluates the
general functioning of the company’s system of working and the functioning
of its internal controls.

- Analysis of pesticide residue. The Association checks the veracity of the
data declared by the producer and whether the produce complies with the
limits set in the standards. Each sample is broken down into three sub-



Table Ill. Horticultural products certified by AENOR (October 2001)

EGGPLANT Agromurgi, Agrosur, Arysol, Cabasc , Campovicar, Ejidomar ,
Eurosol, Geosur, Hortichuelas, Hortofruticola Ejido Verde,
Indasol, Inver, Nature Choice, Parafruts, San Isidro Labrador,
Vicasol

ZUCCHINI Acrena, Agromurgi, Arysol, Cabasc , Campovicar, Ejidoluz,

Geosur, Hortichuelas, Hortofruticola Ejido Verde, Indasol, Inver

GREEN BEANS

Agromurgi, Arysol, Cabasc , Dunamar, Juliano Bonny Gomez

LETTUCE

Grupo Hortofruticola Murciana De Vegetales, Primaflor, Soldive
Espaiia

MELON

Arysol, Eurosol, Acrena, Agromurgi, Agroparador, Agrosur,
Almerisol, Cabasc , Camponix, Campovicar, Canalex, Casur,
Cooperativa Provincial Agraria and Ganadera De San Isidro,
Geosur, Grupo Hortofruticola Paloma, Hortichuelas,
Hortofruticola Ejido Verde, Indasol, Inver, Nature Choice,
Parafruts, Perichan, San Isidro Labrador, Tomasol, Vicasol

CUCUMBER

Agromurgi, Agroparador, Arysol, Campovicar, Casur, Dunamar,
Ejidomar , Eurosol, Geosur, Grupo Hortofruticola Murciana De
Vegetales, Hortamar, Hortichuelas, Hortofruticola Ejido Verde,
Hortofruticola Mendez, Indasol, Inver, Juliano Bonny Gomez,
Nature Choice, Perichan, Vicasol

PEPPER

Acrena, Agromurgi, Almerisol, Arysol, Cabasc , Camponix,
Copaisan, Dunamar, Ejidomar , Eurosol, Geosur, Hortamar,
Hortichuelas, Hortofruticola Ejido Verde, Inver, Nature Choice,
Scl Del Campo De San Rafael, Vicasol

WATERMELON

Acrena, Agromurgi, Agroparador, Arysol, Camponix, Casur,
Indasol, Tomasol

TOMATO

Acrena, Agromurgi, Agrosur, Almerisol, Antonio Hernandez
Morales E Hijos, Arysol, Bonnysa, Camponix, Campovicar,
Casur, Cirera, Coagrisan, Cooperativa Provincial Agraria and
Ganadera De San Isidro, Cooperativa Union De Agricultores y
Ganaderos De Sardina Del Sur, Copaisan, Dunamar, Duran,
Ejidomar , Eurosol, Framape, Francisco Rodriguez Perez,
Geosur, Grupo Hortofruticola Murciana De Vegetales, Grupo
Hortofruticola Paloma, Hortichuelas, Horticola Aldeana,
Hortofruticola Ejido Verde, Hortofruticola Mendez, Indasol,
Inver, Juliano Bonny Gomez, Lupema, Parafruts, Perichan,
Playa Vargas Sociedad Cooperativa, Saleman, Scl Del Campo
De San Rafael, Tomasol, Urcisol, Vicasol




CHRONOLOGY OF THE SYSTEM’S DEVELOPMENT

June 97

The standardisation work begins with the first meeting of the Technical
Standardisation Committee

November 97

Five months after the constitution of the standardisation committee, the
first standard is published: general requirements for protected crops
(UNE 155001-1)

March 98 The first specific standards are published for protected crops (tomato,
pepper, cucumber, melon and watermelon).

May 98 The Particular Rules for Certification are approved, after which AENOR
can begin to certify.

June 98 The first certifications are granted, for melon and tomato.

Julio 98 The specific standards for protected crops are published for zucchini,
eggplant, green beans and Chinese cabbage.

October 98 The first certifications are granted for pepper, cucumber and eggplant.

January 99 The first certification is granted for zucchini.

October 99 The standard of general requirements for open-air crops (UNE 155002-

1) and the first standards for open-air crops (lettuce and broccoli) are
published.

November 99

Promotional seminar held in London and attended by more than 100
representatives from the big distribution chains and importers of fruits
and vegetables.

Jan/Feb 00

The first certificate is granted for an open-air crop (lettuce). The first
certification is granted for green beans.

December 00

The first specific standard is published for strawberries. The first revised
standards are published for the remaining vegetables.

April 01

The revision of the standard of general requirements for vegetables is
published, which includes the requirements for handling and packaging
plants and unifies the requirements for open-air vegetables and
protected crop vegetables in a single standard.

The standards of general and particular requirements for fruit with pits
are published.

The first certification for watermelon is granted.

September 01

A new control system enters into force. Although it meant a big change
with regard to the previous system, it retained the characteristics that
clients had so valued. The certification costs are significantly reduced.

October 01

The AENOR certification system is definitively recognised by EUREP,
allowing clients of AENOR to obtain automatically the recognition of this
organisation of big supermarkets, without any additional costs or controls

Nazario MUNOZ FERNANDEZ, Technician from the Product Certification

Division of AENOR




First IBEC Assessment for Public
Administration Worldwide: The City
of Salzburg Scores for its Customers

500 points according to the objective IQNet assessment
guidelines (IQNet = The International Certification Network), this
is what participants need to be allowed to take up their starting
position in the “Queen’s Discipline” of IBEC assessment (IBEC =
IQNet Business Excellence Class). All over the world, only about
20 organisations play in this top league. By doing so, they do not
fight one against the other but take part as champions in their
individual classes. Now the “Organisation Municipal Authorities”
(this is the definition the administration of the City of Salzburg
gives itself) is the first municipality worldwide to have made it
into the “IQNet Business Excellence Class”.

In times in which it generally is a question of saving money, public administration
is particularly put to the test. Too expensive, unfriendly, inefficient, too many
employees - such reproaches brought forward against public administrations are
tenacious. There is but one way to dispel these reproaches once and for all: The
administration accepts this challenge.

Several ways lead into this direction:

- intensive and accurate assessment of the organisation as a whole
carried out by an external certification body, whose test results will be
deployed in a binding way;

- checking and reviewing one’s own products by reforming the assignment
of functions within the organisation and by scrutinising the products at the
beginning of this process;

- implementing consistent quality management in order to be able to
considerably improve one’s own services and products. This quality
management is controlled by a central staff office in the organisation. This
staff office defines the direction of reforms within the organisation in an
annual master plan.

- supplementing this quality management by actions taken by municipal
administration. For this, external consultants are invited to put single areas
of administration to the test.

For Ing. Dr. Josef Riedl, head of the municipal authorities and thus the head of

the public organisation in Salzburg, which has 3000 employees and an annual

budget amounting to Euro 363 Mio, the challenge is to position his organisation
in the leading group. Implementing such quality management systems as CAF,
ISO 9000 and IBEC is the safest and most sustainable way to guarantee this.

The City of Salzburg has participated in the CAF Process (Common Assessment
Framework) from the beginning. This self-assessment system enables all the
organisations of the public sector starting to establish quality management
systems to obtain a distinct strength/weakness profile by subjecting their
organisations to self-assessment.

Furthermore, the municipal authorities of Salzburg place their stakes on
consistently having the quality of their organisation evaluated by having an
objective assessment system carried out by independent external certification
bodies on the basis of ISO 9000 and IBEC. The excellent partnership of the City
of Salzburg with OQS is a good example of how certification processes can be
successfully completed by public authorities and their departments.

The first certification on the basis of ISO 9000 has caused a sustainable thrust
towards effective reforms in the Department of Non-resident Affairs of the City of
Salzburg. In contrast to self-assessment, in particular, this thrust is based upon
the implementation of a continuous improvement process (CIP) evaluated and
accompanied technically by OQS. Year by year it is thus possible to continuously

Head of the office, Dr. Michael
Haybaeck (left)’during an An-
thrax alarm mission

Ing. Alfred Leitner (left), Dr.
Josef Riedl, head of the munici-
pal authorities (middle), and Dr.
Werner Mayeg; hiead of district
administration adthority (right) at
the ceremony for the handing-
over of the IBEC certificate for
the Department of Public Order
of Salzburg




build upon progress achieved in the last few years.

For the Organisation Municipal Authorities, it was therefore a great challenge to
evaluate an entire department that had already been certified according to ISO
9000 according to the IBEC criteria.

In December 2001, the Department of the Municipal Authorities 1/07-
Department of Public Order was awarded the IBEC classification (IQNet
Business Excellence Class) as the first public organisation worldwide “for its
sustainable efficiency and effectiveness” by OQS, the main national certification
body. When the certificate was handed over in the Mirabell Castle in Salzburg,
Ing. Dr. Riedl, Head of the Municipal Authorities, stated that the endeavour to
achieve excellent performance was no end in itself but primarily was for the
benefit of the customers, of the citizens.

Ing. Alfred Leitner, employee of OQS Certification and Evaluation Ltd., which
acts under federal supervision, emphasised that only about 20 organisations
boasted an IBEC Award worldwide.

The “High-Performance Department” for public order was awarded the “Oscar
for administration”, the Speyer Quality Award, in 2000.

Such awards as the award in the 5th Quality Competition of Speyer 2000 in
the categories ‘Citizen Focus’ and ‘Electronic Government’, the ‘Global Award
for Excellence in Workflow’ or the e-Government Label of the EU evidence the
success the municipal administration has achieved in its modernisation.

“Success in the reform of administration is no coincidence but the result of
well-aimed and consistent work and high personal commitment of all the
involved persons”. This is what Mag. Klaus Hinterberger, representative for

the Staff Office Organisational Development, knows quite well. According to
Mag. Hinterberger, this means an integrative overall concept instead of isolated
projects, acting in a structured way and taking the right decisions at the right
time.

Success in the modernisation of administration is no single achievement either
but a sign of an excellent team and of a trustful and constructive co-operation
within and beyond the limits of administration. This was and is reflected in the
excellent co-operation with OQS.

“When we make changes, it cannot only be a question of theory and models.
We consistently ask ourselves, ‘What benefit can our customers draw from this?’
Their wishes, their judgement and their estimation are the criteria guiding our
way of acting in conformity with the rule of law. This means that all the results
will not only be to the benefit of the Organisation Municipal Authorities (saving
potential), the employees (motivation) and society as a whole (principle of rule
of law) but also and, above all, to the benefit of those for whom administration is
there, the citizens!

Salzburg’s demonstrable and measurable achievements that have been
accomplished in the last few years and verified by the customers as well as in
external certification processes form the solid basis upon which we can build
our work and accept the new challenges. OQS will continue to accompany the
Organisation Municipal Authorities in its further steps towards effective reforms.

Dr. Michael Haybaeck,
City of Salzburg Austria

Ing. Alfred Leitner,
0OeQS Austria




Draft israeli standard is 10000:
social responsibility and community
involvement

In 2001, the Standards Institute of Israel published a Standard “Draft IS

10000: Social Responsibility and Community Involvement.” This standard was
elaborated in partnership with social-minded organizations, including several
members of the Knesset (Parliament). The standard incorporates the company’s
corporate policy, employee involvement, allocation of resources (financial and
in-kind), internal work environment, ethics, transparency etc.

“This new area of ‘social consciousness’ is growing considerably in the business
world. Several ‘standards’ have already been published that touch this area,
such as:

“SA 8000 - Social Accountability, produced by Social Accountability
International (SAl, formerly known as the Council on Economic
Priorities Accreditation Agency - CEPAA), dealing with workers’ rights,
and conditions, and child labour, and has received recognition by the
UN within the UN Global Compact Network;

“GRI Sustainability Reporting Guidelines - produced by the Global
Reporting Initiative, dealing with an uniform method for organizations
to report on the economic, environmental and social dimensions of
their activities, products and services, and which has also received
recognition by the UN within the UN Global Compact Network.

“AA 1000 - Accountability, produced by the Institute of Social and
Ethical Accountability, to improve the accountability and overall
performance of organisations by increasing quality in social and ethical
accounting, auditing and reporting.

“Sll has used these documents as a foundation for its work developing its
standard for social responsibility and community involvement, but has added
the important aspect of an organisation’s community involvement, including
monetary contributions, and has begun structuring the document in line with the
other management system standards.

The Standard Sl 10000 contains the following clauses:
- Responsibility of senior management
- Allocation of resources by management
- Employee accountability and involvement
- Quality of the working environment
- Quality of the environment
- Ethics
- Transparency and reporting
- Corrective and preventive action
- Training
- Control
- Records and information

Ms Ziva PATIR,
Director General, SlI Israel

Ms Ziva Patir, Sll Israel






