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By Email  
 
Dear Mr Paris,  
 
228395 – Complaint regarding LRQA 
 
I am writing to confirm the outcome of the UKAS investigation into your complaint 
which you raised with us in your letter dated 3 March 2014.  
 
As detailed in our acknowledgement of your complaint, UKAS is required by the 
international accreditation standard ISO/IEC 17021:2004 to have in place with all of 
our accredited bodies an agreement to maintain as confidential information gained by 
us during the course of the accreditation process. As a consequence we are not 
permitted to disclose confidential information about our CAB’s (conformity assessment 
bodies) to a third party. Our response, is therefore, provided within the constraints of 
this requirement.  
 
The UKAS investigation into this matter has been conducted via on site assessments 
and detailed documentation reviews. LRQA provided UKAS with full and open access 
to all information we sought to review as part of our investigation into your concerns. 
Our assessment activities focused on the points you identified as areas of concern in 
your letter of complaint to us. The assessment has involved interviews, files reviews 
and vertical audits.  
 
During the aforementioned investigation UKAS investigated the 3 points of concern 
identified by you in your letter of complaint and have concluded the following:  
 

 Allegation 1: LRQA failed to conduct a proper ISO 9001:2008 certification 
assessment Hoerbiger Hungary Kft because it granted certification to the 
company without consideration to the evidence, acknowledged by LRQA, 
that the company had previously been circulating a counterfeit 
certificate.  The UKAS investigation has concluded that the assessment and 
subsequent certification of Hoerbiger Hungary Kft was conducted in 
accordance with ISO/IEC 17021:2011 requirements. Specifically, objective 
evidence was in place to confirm LRQA had considered, and taken account of 
the required inputs into the assessment process, including 
information/evidence pertaining to this organisations performance prior to the 
assessment and subsequent certification by LRQA. 
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 Allegation 2:  Despite having received 3 separate complaints on the 
matter, between the dates of August 2013 and January 2014, LRQA never 
conducted any investigation into the circulation of the counterfeit 
certificates bearing its logo and that of UKAS.  The UKAS investigation has 
confirmed that LRQA did undertake an investigation as required by ISO/IEC 
17021:2011.  Objective evidence of the communications with the parties 
concerned has been assessed by UKAS and we have interrogated the LRQA 
feedback handling database, interviewed personnel and confirmed appropriate 
records demonstrating the investigation undertaken have been maintained in 
accordance with both LRQA’s  own procedures and those required by ISO/IEC 
17021:2011. 
 

 Allegation 3: Alleges a pattern of failure by LRQA staff, to properly process 
customer complaints in accordance with ISO/IEC 17021:2011 clause 9.8. The 
UKAS investigation into this allegation focused on the requirements of clause 9.8 of 
ISO/IEC 17021:2011 and was split out into 3 areas which were: a) assessment of 
LRQA’s overall complaint management process, b) assessment of the LRQA 
investigation into the original complaint regarding Hoerbiger Hungary, c) LRQA’s  
handing of your complaint(s) to them.  The UKAS conclusions are as follows:  
 
a) Overall LRQA complaint management process 

UKAS confirmed as part of its on site assessment activity that LRQA’s complaint 
handling process is publically accessible as required. In addition UKAS 
confirmed that LRQA have in place appropriate procedures and mechanisms for 
managing complaints, and UKAS sampled a number of recent complaint 
investigations (not related to Hoerbiger) to confirm the effectiveness of the 
processes in place. No concerns were raised during this review. 
 

b) LRQA investigation into original complaint regarding Hoerbiger Hungary 
UKAS has confirmed via its investigations that LRQA did, as required by ISO 
17021:2011, clause 9.8.3 refer the issue of the invalid certificate to Hoerbiger for 
their investigation and Hoerbiger as part of their actions issued an appropriate 
statement regarding the invalid certificate to the relevant parties. 
 
We have also confirmed as detailed under allegation 2 that LRQA undertook 
their own investigation as required by ISO/IEC 17021: 2011. 
 

c) LRQA’s handling of complaints from Oxbridge 
In reviewing this aspect of your complaint UKAS has focused on the 
requirements of accreditation and will offer no comment as to the legal aspects 
of the dialogue which has taken place in this case.  
 
UKAS has reviewed all correspondence on this matter and found evidence that 
LRQA have responded to you with regards to your concerns. We have also 
noted that their letter of 22nd January 2014 (reissued on 24th January 2014) 
contains a clear statement that LRQA “….consider the matter closed”.  Whilst, it 
is noted that you may not agree with this statement, UKAS is satisfied that 
LRQA’s actions have met the requirements of ISO/IEC 17021:2011.  
 
UKAS has reviewed and confirmed that LRQA considered and discussed with 
the relevant parties involved in the original complaint the extent to which the 
issue of the invalid certificate be made public. As a consequence and as 
detailed above a statement was issued by Hoerbiger to the relevant parties. 
 
In terms of overall responsiveness UKAS has confirmed that LRQA’s decision to 
limit your contact with them via delisting your email did not contravene ISO/IEC 
17021:2011 with regards to complaints. The basis for this conclusion is the 



Page 3 of 3 

LRQA complaints process remains publically accessible, and makes it clear that 
several mechanisms are in place which would to allow you to continue to raise a 
complaint with them, albeit not via email. Therefore, complaints can still be 
received and actioned by LRQA as required under ISO/IEC 17021:2011 
requirements.  
 

 
In conclusion UKAS is satisfied that LRQA have met the requirements of ISO/IEC 
17021:2011 in their handling of this matter.  
 
UKAS would like to thank you for bringing your concern to our attention and for your 
patience during the investigation process. We consider no further action is required at this 
time.  
 

 
 
 


