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Handling concerns at ETHIC Intelligence 

ETHIC Intelligence attaches the utmost importance to integrity in its business practices and has 

designed three procedures to handle concerns that anyone within or without the company may wish 

to raise:  

▪ Alerts & Complaints Procedure when the concern relates to  

o the behaviour of employees or auditors, including suspected conflicts of interest or 

any other wrongdoing 

o the way ETHIC Intelligence operates including breaches of ISO 17021-1 or ISO 

17021-9 which governs the way Certification Bodies certify ISO 37001 

o unsatisfactory client experience during the course of the certification and audit 

process 

▪ Appeals Procedure When the concern relates to an audit finding, grading of a non-

conformity by the audit team, or a certification-related decision taken by the Certification 

Committee (awarding, denying, etc.).  

The following document details the Alerts & Complaints Procedure. 

 

Alerts and Complaints Procedure 

1. Objectives of the Alerts and Complaints Procedure 

The objectives of the Alerts and Complaints are to: 

▪ Allow anyone to share a concern related to:  

o the behaviour of employees or auditors, including suspected conflicts of interest or 

any other wrongdoing,  

o the way ETHIC Intelligence operates including breaches of ISO 17021-1 or ISO 

17021-9 which governs the way Certification Bodies certify ISO 37001 

o unsatisfactory client experience during the course of the certification and audit 

process 

▪ Ensure that, if necessary, appropriate remediation and corrective actions are taken 

▪ Track and record alerts and complaints as well as corrective actions 

2. Principles of the Alerts and Complaints Procedure 

ETHIC Intelligence stakeholders have two mechanisms to report alerts or complaints at their 

disposal: 

- An alert line “alert@ethic-intelligence.com” is communicated and publicly available to all 

stakeholders (on the ETHIC Intelligence website, client, employee and auditor documents) 

- Alerts can be raised anonymously, but attention is drawn to the fact that the person 

handling the alert might need to discuss the details with the individual raising the alert. 

mailto:alert@ethic-intelligence.com
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Communications on alert@ethic-intelligence.com are treated confidentially by the 

Compliance Analyst and Quality Manager. If deemed appropriate the alert is reported to the 

President of the ETHIC Intelligence Impartiality Committee who protects the anonymity of 

the person raising the alert, if requested by the latter. 

- An alert which mentions the name of a client is communicated to said client by the 

Chairperson of the Impartiality Committee while preserving the anonymity of the 

tipster.Decisions following an alert are communicated, if appropriate and if possible, to the 

person who has raised the alert. 

- Stakeholders can also contact a member of ETHIC Intelligence staff at any time and under 

any form to report an alert or complaint, which will be treated in a confidential but not 

anonymous manner.  

In neither case will submission, investigation and/or decision on an alert or complaint result in any 

discriminatory actions against the individual raising the alert or complaint. 

The decision communicated to the individual raising the alert or complaint shall be made, approved, 

and reviewed by individuals not previously involved in the object of the complaint or alert.  

Records must be registered in the appropriate file: “EI R4 Alert and Complaints Reporting”. All steps 

taken during the alert and complaint process must be appropriately filed. 

3.  Modalities of the Alerts and Complaints Procedure 

Alert line  

1. The Compliance Analyst and Quality Manager receives the alert and determines how it should 

be treated. 

2. If the alert is related to an appeal, he/she will apply the separate appeals process. 

3. The Compliance Analyst and Quality Manager analyses the need for an investigation. He/she 

may decide not to address the alert if the latter is frivolous, and this will be explained in the 

relevant reporting document. 

4. The Compliance Analyst and Quality Manager shares the alert with the Chairman of the 

Impartiality Committee and suggests ways to proceed. 

5. If the alert mentions the name of a client, the Chairman of the Impartiality Committee shares 

the alert with said client and indicates how ETHIC Intelligence will treat the matter. The identity 

of the individual raising a concern shall be kept confidential. 

6. Following a thorough investigation of the alert, the Compliance Analyst and Quality Manager 

suggests corrective actions to the Chairman of the Impartiality Committee 

7. The Chairman of the Impartiality Committee takes the appropriate decision, which is 

communicated to the individual raising the concern and, if necessary, to the client. 
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Complaints 

In the case of a direct contact with an ETHIC Intelligence member: 

8. Every complaint can be reported and addressed to an ETHIC Intelligence member (Head of 

Certification, Compliance Analyst or General Manager) and shall be forwarded by one of the 

above recipients in writing to the Chairperson of the Impartiality Committee, if applicable. 

9. If the complaint is admissible, and depending on the case, the Chairperson decides on the most 

appropriate way to deal with the complaint while ensuring that there is no conflict of interest 

i.e. that no one dealing with the complaint is involved in the matter. He/she can call on external 

expertise for assistance: members of the Impartiality Committee, lead auditors, lawyers…. 

10. The Chairperson informs the complainant on how he/she is going to deal with the complaint. 

11. The Chairperson will acknowledge receipt of the complaint and, if possible, provide progress 

reports to the complainant in addition to the results of the complaint. 

12. After investigation, the Chairperson takes the appropriate decision and communicates it to the 

complainant. 

13. If the complaint relates to the Chairperson of the Impartiality Committee or a member of the 

Committee, the complaint is handled by the President of the company, according to the above-

mentioned modalities. 

14. ETHIC Intelligence, in consultation with both the complainant and the certified company or 

other object of the complaint, decides whether the object/subject of the complaint will be made 

public. 

15. Depending on the nature of the complaint, and if it does not concern one of the above-

mentioned ETHIC Intelligence members, the recipient of the complaint can decide to deal with 

it without involving the Chairperson of the Impartiality Committee 

In any event and regardless of the input/source, all alerts and complaints shall be recorded within 

the: “EI R4 Alerts and Complaints Reporting document” including when the alert refers to an appeals 

issue. 

 

 


