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Abbreviations

CB Certification Bodies
KPI Key performance indicators
GIP Good Inside Portal

Introduction

The main goal of the CB Monitoring System is to ensure a high level of competence and consistency in the
audits performed by UTZ approved CBs. This system is one of the tools used by UTZ to ensure the integrity,
transparency, and credibility of the UTZ program.

Monitoring methodology

The Monitoring System evaluates the performance of the approved CBs during the Monitoring Period, using
the Monitoring Scale and taking into account the Monitoring Indicators (KPlIs).

Every CB begins the monitoring period with the highest score. In cases of poor performance, the score of the
applicable KPl is lowered.

Monitoring period

There are two monitoring periods per calendar year where the performance of the CBs is evaluated: from
January to June (report available in July) and from July to December (report available the following January).

Monitoring scale

A 1-5 scale is used to score the performance of the CBs on each of the KPIs. The scale is explained as follows:

1- Very poor: No compliance

2- Poor: Actions must be taken for improvement

3- Good: Actions may be taken for improvement

4 Very good: There is still room for improvement

5- Excellent: Full compliance, no further actions needed
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KPls

The KPIs used by the Monitoring System are:

KPI 1: Reporting: evaluates the quality, accuracy and timeliness of the information sent to the S&C
department of UTZ (summary reports, certificates, checklists, annual reports, and overview of surprise audits).
Examples of actions that can have an impact in the score of this KPI are (but are not limited to): inaccurate
data, delay in submission, audit date out of timeframe, poor closing of non-conformities, insufficient audit
duration.

KPI 2: Communication: evaluates the interaction and communication between the approved CB and UTZ
based on communication flow, responses to complaints and compliance with the timeframes described in the
certification Protocol.

KPI 3: Compliance with the Protocol: evaluates the compliance of the CB with the UTZ Certification
Protocol. This evaluation can be done remotely or by conducting announced or unannounced audits at the
CB's office, also called “CB office audits” (of the headquarters or of a local office).

The evaluation is based on (but is not limited to):

e Correct use of documents: application of updated documents (Codes/Protocol) in the audits and
in the office work

e Communication with clients regarding issues related to UTZ (quality, accuracy, and timeliness)

e Correct implementation of the Certification Protocol: sampling, correct use of risk assessment
(for multi-site/multi-group members), choice of certification option, selection of the most
suitable auditor, compliance with certification timeframes, etc.

e Qualifications and trainings: the CB’s personnel involved with the UTZ certification process must
demonstrate a good level of understanding of the UTZ Protocol/standards and use of
certificates/labels.

KPI 4: Auditor’s performance: evaluates the performance of the CB’s auditors. This evaluation can be done by
announced or unannounced shadow or parallel audits,.

e Shadow audits: when an UTZ auditor joins a certification audit. The conditions of a shadow audit
as well as the arrangements needed in case the audit is a combined audit (together with other
schemes)must be agreed upon in advance with the Scheme Manager. If necessary,
communication must be sent to any other involved party (e.g. other certification standards).

e  Parallel audits: when an UTZ auditor conducts an audit of an UTZ member according to the scope
of the certificate. All applicable requirements are verified and a detailed report (about the
performance of the CB) is issued after the audit. This audit does not result in a certificate for the
certificate holder.

The results of this audit are compared with the results of the previous audit performed by the CB.
To guarantee an accurate comparison, the period of time between the CB audit and the UTZ
audit may not exceed 3 months.
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Evaluation of results

The Monitoring System collects evidence during the monitoring period for each CB in order to evaluate each
KPI.

If issues arise, the Sanction Policy can be applied at any moment. This depends upon the severity of the issue.
The Sanction Policy of UTZ is described in the UTZ Certification Protocol.

At the end of each period, CB Monitoring evaluates the evidence collected and gives to each KPI a weight, in
accordance with table 1. The weighted average is the final score of the CB for a given period.

Table 1. KPI's weight

No shadow audit has been Shadow audit has been conducted
KPI conducted during the during the monitoring period
monitoring period
Reporting 30% 15%
Communication 30% 15%
Compliance with the Protocol 40% 30%
Auditor’s performance - 40%

The score received for each KPI and the final score are used by the Monitoring System to make a plan for the
subsequent monitoring periods (i.e. adjustment of the level of control of a CB and planning of audits), in
addition to other criteria and random sampling of UTZ approved CBs.

Reporting and communication

As a main output of the CB Monitoring program, reports are produced after every action:

e Shadow and parallel audits reports are produced by the UTZ auditors to the CB Monitoring Program and
to the audited CB.

e Aninternal report is generated every monitoring period. This report contains a summary of the activities,
the assessment of KPIs and the Final Score of the CBs with a description of the findings. Conclusions of
the results are included.

e External reports are generated by the Monitoring System every monitoring period and communicated to
each approved CB. The reports contain the results of the monitoring and may include recommendations
for training and advice for improvement. The CB is requested to develop a detailed plan with
corrective/preventive actions, oriented to improve the performance when the results are less favorable
(under 3,5 as average score).
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Sanction Policy

UTZ reserves the right to sanction CBs based on evidence of improper procedure or behavior that jeopardizes
the credibility of UTZ and/or compromises its assurance system. There are four sanctions that UTZ can impose
on a CB: a warning, a yellow card, a red card, and the cancellation of the CB’s approval. The sanction given
depends on the severity of the misconduct and on previous sanctions given to the CB, as explained below.

Cases of possible misconduct are investigated by UTZ’s CB Monitoring staff, who then proposes a sanction
based on their findings. The proposed sanction is evaluated by the S&C Manager, who takes the final decision.
In order to ensure the absolute impartiality of the decision, the decision is taken without the interference of
the CB Monitoring staff and the name of the CB is kept confidential and unknown to the evaluator. CBs can
appeal decisions taken by the S&C Manager to the Standards Director. The communication regarding
sanction-related decisions is carried out by UTZ's CB Monitoring staff.

Warning

A warning is the lowest level of sanction. It does not have any immediate implications for the CB, but multiple
warnings can lead to a higher level of sanction.

Situations in which a warning can be issued include but are not limited to:
e Unjustified delay during the license request process or communication with UTZ (e.g. regarding an

audit planning for CB Monitoring purposes)
e Inappropriate closing of non-conformities
e Inaccurate or incomplete information provided by Certifier, auditor or Scheme Manager
e "“Poor” or “Very Poor” performance in two consecutive CB Monitoring periods (see 4.2)
e Violations of this Certification Protocol

Yellow card

A yellow card is the second level of sanction. After receiving a yellow card, CBs are still allowed to perform
UTZ audits and sign new contracts, but they must propose and implement a plan of improvement and the
yellow card status is published on the UTZ website.

A yellow card is valid for a minimum period of three months, and is removed only after a complete monitoring
audit (office + in situ) is performed on the CB and confirms that the improvement plan has been carried out
successfully. UTZ reserves the right to charge the costs of this additional monitoring audit to the CB.

Situations in which a yellow card can be issued include but are not limited to:
e  Further misconduct after two warnings in the previous 12 months

e  Further misconduct after three warnings in the previous 24 months
e When the CB disrespects a decision taken by UTZ (e.g. certificates are signed by a suspended
Certifier)
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Red card

A red card is the third level of sanction. When a CB receives a red card, its approval status is suspended for a
minimum period of 12 months. The red card status is published on the UTZ website and all members certified
by the CB are notified about the suspension period. During the validity of the red card, CBs are not allowed to
conduct UTZ audits or sign any new contracts.

Situations in which a red card can be issued include but are not limited to:
e Proven misconduct of a CB while holding a yellow card status

e Negative outcome of the monitoring audit performed to lift yellow card status

Approval cancellation

The cancellation of the CB’s approval is the highest level of sanction. It means the CB is no longer an UTZ
approved CB. The CB is therefore not allowed to perform any UTZ audits or sign new contracts, and is
removed from the UTZ List of Approved CBs.

Situations in which UTZ can decide to cancel a CB's approval include but are not limited to:
o Deliberate misconduct of the CB (e.g. performing audits or signing new contracts during the validity
of ared card)
e Misconduct that seriously damages UTZ's reputation
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