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The economy is not doing well. Until recently
most of us hardly noticed, of course, as the
banking world was the main crisis scene. But
now run-of-the-mill companies like ours are
clearly sensing the negative effects of the
recession. Colleagues tell me money has not
just become very expensive lately, but also
extremely hard to come by. Which seems
strange, considering the unusually generous
and cheap credit offers with which govern-
ments have come to the rescue. A number of
banks, it seems, are more occupied with their
own survival than with that of their clients,
especially their corporate clients. And without
financing, there can be no investing; without
investment there can be neither renewal nor
growth.

The dynamic and innovative spirit that
seemed finally to be spreading through
Europe (the Lisbon agenda!) seems all but sti-
fled. This does not only pose problems for the
short term: we're going to be paying for this
many years from now. The flywheel of innova-
tion had a hard time getting going and now
it’s threatening to grind to a halt. We must
not let that happen, even though it will take a
huge effort to get it back into full swing! For
the last fifteen years or so, “a lot of trees have
been growing as high as heaven”, as we say in
Dutch. Money was cheap and customers were
queuing up for new products and services.
The biggest problem we had, especially here

NAVIGATING BY
OPPORTUNITIES

in Holland, was a tight labour market that had
us sweating to keep up with market demand.
We worked hard. But one couldn’t help noti-
cing certain signs of indolence here and there.
Profits came so easily, that we began to let up
on efficiency. And on continuous improvement.
And innovation. At Kiwa, we’ve been watch-
ing it happen for several years. Our inspectors,
remember, get to look behind the scenes of
many a company. In several areas, we’ve noticed
a kind of carelessness creeping in.

But instead of giving in to that, let us use the
economic slump to our advantage and focus

on opportunities. One set of opportunities is
the innovation and efficiency improvement we
now will be forced towards - essential to any
company wanting to avoid price wars and the
race-to-the-bottom. New products and services
are what you need to distinguish yourself, after
all; and higher efficiency means extra earnings.
Think of the cost savings we might achieve by
turning over every last coin one more time. It's
what we’re going to need to keep afloat.

Rather than fretfully looking at the storm
clouds, let’s navigate by the opportunities we
see. That way, sooner or later we’ll emerge from
the storm newer and leaner than ever. Because
quality always pays.

Paul Hesselink
CEO




JOINT VENTURE WITH RUSSIAN CERTIFIER MAKES
EXPORTS EASIER FOR KIWA CLIENTS

Connections
in RUSSIA

A GROWING NUMBER OF EUROPEAN FIRMS EAGER TO ACCESS RUSSIA'S VAST MARKETS ARE TAPPING
IN TO KIWA'S RUSSIAN CONNECTIONS. NEW CLIENTS INCLUDE HUGO BOSS, SIEMENS GROUP AND
SMS. IN ORDER TO HELP THESE EXPORTERS IN SUCCESSFULLY NAVIGATING RUSSIA’'S CERTIFICATION
REGULATIONS, KIWA IS CURRENTLY SETTING UP A JOINT VENTURE WITH AN ACCREDITED RUSSIAN
CERTIFICATION INSTITUTE WITH OFFICES IN GERMANY.

The accredited Russian sister company has the
qualifications and expertise needed to help European
exporters navigate Russian regulations, while Kiwa
will continue to focus on its own support services in
Europe. The reason Kiwa has opted for a joint venture
with a Russian partner is that Russian law does not
allow for foreign certification institutes like Kiwa to be
accredited in Russia. “A joint venture with a qualified
Russian partner is the best alternative”, says Mathias
Braendle, Kiwa’s Head of Product Certification Russia.

LONG-TERM PARTNERSHIP

European exports to Russia are growing expansively.
Coping with the country’s 19 mandatory certification
systems and over 300 voluntary systems, of which
the GOST-R Certificate of Conformity is the most
common, can be quite a challenge. Many exporters
lacking complete and correct documents and certifi-
cates end up spending large amounts of time and
money at customs. As a certification institute with
broad international knowledge, Kiwa has the expertise
EU export companies need to avoid such troubles.

The new joint venture completes this service pack-
age, as the Russian sister company with offices in
Germany can help exporters obtain all the appropri-
ate certification from the inside. “Kiwa will offer
support to clients on this side of the line, while the
actual orders for Russian certification will go to our
sister company”, explains Braendle. As Russian law
precluding foreign accreditation is not likely to change
in the near future, Braendle expects the partnership
currently being negotiated to be a long-term one.

GROWING NUMBERS]

Kiwa’s efforts to acquire more business among east-
bound exporters meanwhile are paying off. A growing
number of European companies representing a
variety of branches are making use of Kiwa’s Russian
connections to expand their activities. The build-

ing industry is a major growth sector for Kiwa, with
exports of construction materials like concrete and
steel, plastic and metal pipes. Kiwa’s expertise with
household gas equipment is also being harnessed

for Russian exports. Siemens has contracted Kiwa
for certification support in engineering exports and in
the metallurgy sector SMS Group, a Germany-based
multinational manufacturer of machinery and plants
for the steel and plastics extrusion industries, has
also knocked on Kiwa'’s door. Fashion firm Hugo Boss
is making use of Kiwa’s expertise to market textiles
among the Russians.

More information: mathias.braendle@kiwa.de

Fashion firm Hugo Boss
is making use of Kiwa’s
expertise to market
textiles among the
Russians.

Ludmila Wdowenko
(left), a certification ex-
pert certified by Russia’s
Federal Agency for
Technical Regulation and
Metrology, is a native
Russian speaker and is
responsible for all com-
munication with Kiwa
partners and authori-
ties in Russia. Mathias
Braendle is Kiwa’s Head
of Product Certification
Russia.



UNIQUE SWEDISH LABEL A BOOST
FOR ENERGY-EFFICIENCY TAPWARE

CHARTING THE FUTURE IS ONE OF THE THINGS KIWA THRIVES ON.
WHETHER ADOPTING NEW TOXICOLOGICAL TESTING STANDARDS FOR
MATERIALS IN CONTACT WITH DRINKING WATER OR PERFORMING TESTS
FOR THE AUSTRALIAN WATER EFFICIENCY LABELING AND STANDARDS
(WELS) SCHEME, KIWA APPLIES ITS EXPERTISE IN SANITARY APPLIANCES
TO AVAST RANGE OF STANDARDS AND CERTIFICATION SCHEMES BEING
DEVELOPED FOR A SAFER, CLEANER, BETTER WORLD. IN SWEDEN, KIWA IS
INVOLVED IN THE DEVELOPMENT OF AN UNIQUE NEW LABEL FOR
ENERGY-EFFICIENT SANITARY TAPWARE.

Want to buy an
energy-efficient tap?
Check for this logo.

Energy label of sanitary tap ware
Sink mixer XXX with flow straightener XXX

Energy performance according standard
SS-XXXX, 2009

Very energy efficient
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Not energy efficient

Manufacturer: Sveriges vattenarmaturer

Energy labeled the 21th of February 2009
Certificate valid until the 21th of February 2009
Certifier name and signature: Anna Andersson,
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Certifieringsbyra

The label, which hits Swedish markets in 2009, is
expected to boost industrial investments in a new
generation of taps. The project group hopes that
eventually the Swedish initiative will lead to an
European standard.

Every time you take a hot shower, do the dishes or
turn on the hot tap for some other domestic pur-
pose, a lot of energy goes down the drain. Swedish
surveys indicate that we could save as much as 40%
on energy for hot water if only our taps were energy-
efficient. This sobering fact has led the Swedish
Energy Agency, the Swedish Standards Institute and
a number of other private and public organisations
involved in tapware manufacturing and residential
water consumption to launch a project in Sweden
aimed at the development of a new label for energy-
efficient sanitary tapware. One of the partners is
Kiwa Scandinavia, whose role is to help develop new
standards and a workable certification procedure.
Like the energy labels used on washing machines
throughout Europe, the new label is to give tapware
buyers a clear indication of the energy-efficiency level



iof %Qware products. “Consumers are becoming in-

creasingly sensitive to the issue of energy efficiency”,

says Marco van Brink, certification manager at Kiwa
‘Scandinavia. “Most people buying a new washing
machine will deliberately take the data on the energy
efficiency label into account in their purchasing deci-
sion. The end goal of the tapware label is to generate
that same kind of awareness for taps.”

OLUME AS WELL AS TEMPERATURE

A label for low water usage is nothing new. In fact,
Kiwa was among the first to develop a low-volume
label in the Netherlands. What makes the Swedish
initiative unique is that it does not merely look at the
amount of water running from the tap, but also at
the temperature of the water. Since hot water is an
energy guzzler and energy consumption is a hot item,
the Swedes are convinced the initiative will catch on
and hopes are up that the new label will encourage
tapware producers to invest in new generation of
energy-efficient hot tap solutions. “The technology
is there to develop a range of solutions”, says Van
Brink. We believe there’s a lot of room for progress.”
Whereas earlier attempts to cut back water volumes

in Europe all but drowned in the economic prosperity

of recent years, the Swedish scheme arrives at a time
when consumers are more interested in energy sa-
vings than ever. "The challenge faced by the industry,
of course”, says Van Brink, "is to develop tapware
with greater energy-efficiency and the same level of
comfort consumers are used to. But there are good
possibilities.”

HE FIRST TESTS

The project group itself, meanwhile, faces the chal-
lenge of figuring out how to test the energy-effi-
ciency of tapware and developing reliable, effective
certification procedures. The first tests at Kiwa'’s
Expert Centre Sanitary Appliances in Rijswijk, the
Netherlands, were performed in November on ten
types of sanitary tapware for basins and sink mixers.
These tests were based on the first draft standard
which is scheduled to be in operation in 2009. The
next phase will be the development of a second
standard for the energy-testing of showers. “One

of the important issues is that you have to take into
account the function of the tap”, says Van Brink. “You
can’t measure a shower mixer and a kitchen mixer
with the same yardstick. But were progressing well.”
The energy labelling project was launched earlier this
year and will be completed with a marketing phase

in 2010. Certification is expected to be possible from
mid-2009.

More information: marco.van.brink@kiwa-scan.se

Low-energy tap at Kiwa's
test facility in Rijswijk,
The Netherlands



KIWA DEUTSCHLAND GMBH HAS ACQUIRED AN IMPORTANT PLAYER IN GERMANY'S POLYMER INDUS-
TRY: THE POLYMER INSTITUT FORSCHUNGSINSTITUT FUR POLYMERE BAUSTOFFE DR. R. STENNER
GMBH IN FLORSHEIM-WICKER, NEAR FRANKFURT. THE TAKEOVER WILL STRENGTHEN KIWA'S GERMAN
MARKET PRESENCE, ENABLING THE NEWLY NAMED ‘KIWA POLYMER INSTITUT' TO OFFER A
COMPREHENSIVE SERVICE PACKAGE TO A LARGER NUMBER OF CUSTOMERS IN THE GERMAN
BUILDING AND CONSTRUCTION SECTOR.

TAKEOVER COMPLETES KIWA'S SERVICES IN THE GERMAN

POLYMER

“We have labs for testing building materials of
concrete, asphalt and so on, but we didn’t have our
own facilities for polymer”, says Roswitha Monnich,

corporate communication officer of Kiwa Deutschland
GmbH. “The Polymer Institut is a lab with a good
reputation and we believe it really matters to our cli-
ents that through the takeover we have been able to
complete our services.” The Polymer Institut, in turn,
hopes to benefit from the economy-of-scale afforded
by the takeover, such as broader competence and
easier access to internal investment resources.

HIGHLY SPECIALISED LAB

The Polymer Institut is a highly specialised test lab for
polymer-based materials as well as mineral building
materials. It can handle a wide range of products used
in roads, bridges and buildings: from surface protec-

tion and crack closure to waterproofing of construc-
tion materials, floor coatings, impregnation, corrosion
protection and more. Typical activities include testing
the efficacy of concrete protection, and certifying the
suitability of soil coverings and concrete-replacing
systems, issuing certificates for carbon steering
wheels for yachts and for composite products for
wind-turbines propellers. With its testing, analysis,
research, quality management, certification and con-
sultancy services the firm operates in a niche market
not served by many others. In the bridge protection
segment, for instance, it has a 90 to 95% market
share, making it Germany’s market leader in the field
of liquid plastics sealing and surface protection.

“The company is also engaged in the assessment of
construction damage”, says director Jirgen Magner,
“Because of our position, customers and authorities
can easily find us when they face construction and
construction product problems or damage to bridges,
roofs, floors or waterproofing.” The Polymer Institut
has 18 employees and logged 2 million euros in sales
last year.

PERSONAL CONTACT]

Several core values and assets make the Polymer
Institut stand out in its field. One is its emphasis on
personal contact with customers, says Magner, “This
is a relatively stable business and we believe the
experts providing the services must be known by the
people placing the order. Our experience confirms
this. Because our customers know us, theyre glad to
involve us in testing and certification. They wouldn't
easily submit their product to some unknown tester."”
Added to that is the advantage that the Polymer
Institut is a private enterprise unlike the many state-



The Polymer Institut
Forschungsinstitut fiir
polymere Baustoffe

Dr. R. Stenner GmbH in
Florsheim-Wicker, near
Frankfurt.

CONSTRUCTION SECTOR

bond

or university-run test labs that lack the personal
touch as well as the flexibility to respond to specific
customer needs. “We have a clear vision and we're
very flexible in pursuing it. For a lab that is run by a
university board or government committee that is far
more difficult.”

SOLID EXPERIENCE

Another major asset is that the Polymer Institut has
several decades of in-depth experience with every
facet of the polymer industry. Both Jirgen Magner
and Reinhold Stenner — the founder and former major
shareholder of the firm who will retire after the sale
has taken effect leaving Magner to run the business
— started out at ground level, running a company spe-
cialised in the production, handling and application of
polymers. Only later did they switch to testing. Thus
the Polymer Institut is backed by solid experience in
all aspects of the business, from raw material beha-
viour, production to applications and even sales. “"A
lot of other test labs have the theoretical knowledge
but lack the field experience. Our customers appreci-
ate this allround knowledge.”

In order to provide the German building industry with
a comprehensive service package, Kiwa Deutschland
GmbH has taken over several businesses in Germany
in recent years in order: the Polymer Institut was pre-
ceded by the Zemlabor facility in Beckum and Bautest
in Augsburg. Customers of the new Kiwa Polymer
Institut may expect to receive the same high-level
service they are accustomed to, plus all other services
the Kiwa Group is able to provide.

More information: magner@polymer-institut.de,
www.polymer-institut.de

Polymers were discovered and developed in the previous two centuries. A polymer is a large mole-
cule, or macromolecule, composed of repeating structural units typically connected by covalent

chemical bonds. The term polymer covers a large class of natural and synthetic materials with a
variety of properties and purposes. Synthetic polymer materials such as epoxies, polyurethanes,
polyethylene and silicone have formed the basis for a burgeoning polymer industry, whose pro-
ducts are applied in nearly every industry and area of life. Polymers are widely used as adhesives
and lubricants, as well as structural components for products ranging from children’s toys to air-

craft and construction materials.

The term polymer covers

a large class of natural
and synthetic materials
with a variety of proper-
ties and purposes.

Jirgen Magner



THE PUSH FOR CE-MARKING IS HELPING KIWA GAIN GROUND IN EUROPE

Burning ASPHALT

RISING DEMAND FOR CE MARKING THROUGHOUT THE EUROPEAN UNION

IS PUSHING KIWA FORWARD IN ITS ROLE AS NOTIFIED BODY. ALREADY
WIDELY ACTIVE IN THE CONSTRUCTION INDUSTRY, KIWA IS CURRENTLY
DIRECTING CONCERTED ACQUISITION EFFORTS AT THE GLASS, ASPHALT
AND WINDOWS AND DOORS SEGMENTS IN PARTICULAR. OTHER SEG-

MENTS, SUCH AS FIRE SAFETY PRODUCTS, ARE ALSO COMING INTO VIEW.

Test facility at Zemlabor,
one of Kiwa’s German

organisations.

A Notified Body, or
NoBo for short, is a body
authorised to assess a
product and to affix the
CE mark, thus confirm-
ing that the manufac-
turer or provider of the
product has asserted
that the item meets all
the essential require-
ments of the relevant
European Directives.
The primary goal of the
CE marking scheme is
to provide uniform test
methods and product
characteristics through-

out the whole of Europe,
facilitating trade while
monitoring compliance
with EU legislation. In
other words, CE marking
is like a passport to the
European market. Not
surprisingly, manufactu-
rers and traders in many
sectors are eager to
obtain the mark and the
many NoBos active in
Europe are eager to do
the assessing and affix-
ing. “Competition among
notified bodies has be-
come quite fierce. That’s

one reason why Kiwa is
agressively approaching
specific market seg-
ments”, says Rense
Kuil, certification expert
and CE coordinator for
Kiwa in the Netherlands.
In the long run, the
European Commission
intends for CE marking
to be mandatory for all
products traded in the
EU. Eventually, the EC
hopes to have issued
CE norms for some six
hundred products in the
construction industry
alone.

SELECTIVE

Kuil and his team are
therefore constantly on
the alert for new norms
published in the Official
Journal of the EC. But
rather than “firing at
everything that moves”,
as Kuil puts it, Kiwa is
selective about which
norms it acts on, building
on its own expertise to
strengthen and gradually
expand its market posi-
tion. “For every norm
that appears we check
whether it fits within our
sphere of activities and if
it does we immediately
apply for authorisation
as notified body. If the
norms refer to products
were already familiar
with the link is obvious,
but in some cases new
norms open up new

markets for us. The fire
safety norm published
in December 2007 is an
example of a new area
with ties to fields were
familiar with.”

AHEAD OF MARKE

In densely populated
business fields, Kiwa’s
acquisition activities

are extra intense. With
regard to asphalt, for
instance, the organisa-
tion recently sent out a
mailing to no less than
sixty companies in the
Istanbul area alone. The
origins of most of Kiwa’s
recent new business in
fact lies in its own acqui-
sition activities, not in
market parties approach-
ing Kiwa, says Kuil, be-
cause Kiwa'’s role as noti-
fied body places it at the
front of the chain — unlike
many companies who
don’t act on new norms
until they are confronted
with a direct need in a
construction project.
“We're using our front
position to approach
customers in advance,
so that they can be pre-
pared and get ahead of
the market.” Kiwa’s aim
is to gain name recogni-
tion in Europe and to
obtain a firm position

in the middle market.
Recent growth spurts
indicate that target is
within reach. In the area



of synthetic facades,

for instance, a business
with which Kiwa has
long been familiar on the
Dutch market, new open-
ings have gained the firm
its first European foot-
hold. Kiwa is an author-
ised NoBo for over 300
norms in aggregates,
bituminous mixtures,
chimneys, external and
internal doors and win-
dows, geotextiles, glass
in buildings, masonry
and related products,
precast concrete prod-
ucts, roofing materials,
insulation products and
many more areas. Kiwa
has test facilities for
glass in Germany, where
it acquired the Zemlabor
firm a few years ago.
For asphalt testing

Kiwa uses external test
facilities. The legislation
for doors and windows
leaves room for on-site
testing.

For over fifty years, Kiwa
has been supporting
organisations with their

certification projects in a
wide range of industries,
such as construction and
civil engineering, trans-
port, food, health care
and the public sector.
Kiwa is accredited by the
Dutch, Belgian, German
and Italian Accreditation
Councils, who regularly
audit the quality, reliabil-
ity and independence of
Kiwa’s operations. All in
all, Kiwa is a safe bet for
companies with an inte-
rest in CE assessment.

More information:
rense.kuil@kiwa.nl

Rense Kuil

New certificate for
ASBESTOS removal

KIWA INTENDS TO BE THE FIRST CERTIFICATION INSTITUTE IN BELGIUM
QUALIFIED TO ISSUE A GOVNERMENT-RECOGNISED CERTIFICATE FOR
ASBESTOS REMOVAL COMPANIES. COMPANIES INTERESTED IN THE NEW
CERTIFICATE CAN ALREADY APPLY FOR AUDITING; THEY WILL THEN BE
OFFICIALLY CERTIFIED AS SOON AS KIWA IS ACCREDITED.

The Royal Decree published in the Belgian government’s Bulletin of Acts and
Decrees on March 28, 2007, formulates a set of criteria asbestos removal
companies must comply with to be recognised by the Federal Public Service
Employment, Labour and Social Dialogue. One of the criteria is that they are
obliged to obtain a certificate proving they operate according to all the rules of
the game. Now that certification institutes offering this kind of certification have
been provided with guidelines, asbestos removal companies that have spent
years working on quality and process management can finally cash in on their
investments and receive a certificate recognised by the Belgian government.
Kiwa’s accreditation procedure for this certificate is in full swing.

NOT YET READ

Many companies say they're “not yet ready” for an audit. In Kiwa's view, that is
not so much a problem as an excellent opportunity, as Kiwa’s approach of the
auditing process is always to gear it to possible improvement points. For the
new asbestos removal certificate, this means Kiwa will clearly chart whatever
possible steps your company may need to take in order to get the certificate —
rather like the professor discussing exam assignments with his students. Kiwa
is also able to perform audits on the basis of the Dutch model, according to

SC 530 or BRL 5050 regulations for asbestos removal, and SC 540 or BRL 5052
for asbestos inventories.

More information: asbest@kiwa.be




Norway's FIRST FPC certificate

NORWAY'S CG GLASS IS THE FIRST INDEPENDENT GLASS COMPANY TO ACQUIRE A FACTORY PRODUCTION CONTROL CERTIFI-
CATE. THE CERTIFICATE OFFERS EVIDENCE THAT THE FIRM’S INSULATED GLASS PRODUCTS MEET ALL THE CE REQUIREMENTS.

The certificate was
presented to CG Glass
director Eivind Brovig
by Marco van Brink,
manager of Kiwa
Scandinavia, during

the company’s annual
customer day in Arendal
on August 22. “This

is a festive moment”,
said Eivind. “With our
partner Kiwa we have
succeeded in meeting
all the latest CE require-
ments for insulated
glass in a short time."”
As well as being the first
independent glass firm
to meet all the require-

ments, CG Glass was
also the first in Norway's
glass branch to team up
with newcomer Kiwa.
“We are really pleased
with our new partner
Kiwa", says Eivind. The
European Construction
Products Directive stipu-
lates that all building ma-
terials must comply with
the requirements of CE
marking. For some pro-
ducts, particularly those
involving safety risks,

certification is com-
pulsory, but for many
others it is not. The FPC
certificate is a voluntary
scheme for companies
eager to offer proof that
their products are in line
with CE requirements
on the basis of an FPC
annual audit. More and
more customers are
showing interest in the
voluntary FPC scheme
on the construction
products market.

More information on glass-related services?
Go to the ‘Expert Centres’ section at
www.lkiwa.com and select ‘Glass’".

POLYMER pair

COLLABORATION BETWEEN KIWA CERTIFICATION AND KIWA GAS
TECHNOLOGY IN THE FIELD OF POLYMERS IS RAPIDLY TAKING SHAPE
AND THE MARKET IS RESPONDING. SINCE THE TWO JOINTLY PRESENTED
THEMSELVES AT THE RECENT PLASTIC PIPES CONFERENCE IN BUDAPEST,
HUNGARY, UNDER THE FLAG OF KIWA EXPERT CENTRE POLYMERS,
NUMEROUS REQUESTS FOR INFORMATION HAVE COME IN.

One of the contacts Kiwa is developing in this field is
with Sabic Innovative Products, formerly known as
General Electric Plastics, one of the largest plas-

tics manufacturers in the world. Kiwa welcomed a
dozen of Sabic’s product and market managers to its

plant in Apeldoorn, the Netherlands, on October 3.
Several representatives of the two Kiwa branches
held pre-sentations on Kiwa's activities in the field
of polymers. The very next day a Kiwa delegation
journeyed to Sabic’s plant in Bergen op Zoom on the
Dutch coast to learn more about the firm’s business.
The Plastic Pipes conference in Budapest was the
fourteenth edition of the world’s leading trade event

for the plastic pipe systems industry. In addition to
exhibiting in a stand, Kiwa Gas Technology specialist
Frans Scholten presented two papers and colleague
René Hermkens also presented a paper at the interna-
tional meeting. The presentations were well received
and have led to new business contacts.

More information: dave.oesterholt@kiwa.nl



Troubleshooting
for VOLKSWAGEN

ONE OF THE MANY JOBS OF KIWA'S
AUTOMOTIVE GROUP IS TO DO ALL SORTS OF
TESTS AND RESEARCH FOR VOLKSWAGEN.

A RECENT PROBLEM-SOLVING ASSIGNMENT
INVOLVED THE INVESTIGATION OF A QUALITY
ISSUE WITH VOLKSWAGEN'S PRESSURE REGU-
LATORS.

Concerned about the failure percentage of
pressure regulators in Caddy, Polo and Fox cars
produced to run on compressed natural gas, or
CNG, Volkswagen required immediate access to
a test facility capable of testing under pressures
as high as 1200 bar to find out what was caus-
ing the problem. Lacking such a facility in-house,
Volkswagen called on Kiwa's Automotive Group
to do the job. Earlier, Kiwa had tested and ap-
proved the pressure regulators and Volkswagen
was bent on finding out what had gone wrong.
The mystery was soon solved. As it turned out,
Volkswagen had relocated production of the pres-
sure regulators to another plant and during as-
sembly there too much grease had been added to
the car parts, causing in- and outlets to become
clogged. Now the CNG-run Caddy, Polo and Fox
cars are back on track.

More information: heinz.freeze @kiwa.nl

ITWR

FORMER KIWA WATER RESEARCH A GLOBAL LEADER

NEW D for ' KWR

KIWA WATER RESEARCH, WHICH BRANCHED OFF FROM THE KIWA ORGANI-
SATION IN JULY 2006, HAS ALTERED ITS NAME AND ADOPTED A NEW LOGO
TO MATCH ITS INDEPENDENT IDENTITY AND BROADENED HORIZONS. THE
ORGANISATION WILL CONTINUE UNDER THE ABBREVIATION KWR, USING
'"WATERCYCLE RESEARCH INSTITUTE" AS ITS NEW PAYOFF.

Originally a research institute specialised in drinking water, the organisation since
its independence has evolved into a specialist covering the entire water cycle. As
such, KWR is the world’s very first knowledge institute in this field. The organisa-
tion is based in Nieuwegein, the Netherlands, and employs 180 people.

Mankind is dependent on water and the water cycle in a huge variety of ways.
Drinking water must be reliable, and water used in residential environments or

for recreational purposes must be safe. The water chain calls for sustainable and
efficient management, while water ecosystems must be kept in good shape and
water in nature reservation areas needs our protection. Science and technology are
making huge advances, creating new risks as well as new opportunities for water
cycle partners. Facing these risks and opportunities is a huge challenge, KWR
believes, both on a global scale and in the highly populated north-west European
delta to which the Netherlands belongs. This is why partners in the water supply
chain are increasingly working together, with players in the field of drinking water
joining hands with waste management experts to guarantee efficient and sustain-
able water supplies.

Building on a solid foundation of over sixty years of experience in research and
development for the drinking water sector, KWR has made name as the leading
knowledge institute for the water cycle and intends to grow in its role as linking

pin. With its worldwide action radius and high-level research aimed at practical,
applied scientific knowledge, KWR aims to help bridge the gap between the aca-
demic and corporate worlds and society at large. The institute is currently research-
ing numerous developments that hold promise for the water sector, from the use
of waste water as a source of drinking water to sweater desalination.

KWR has made name as the leading knowledge institute for the water cycle and
intends to grow in its role as linking pin.




AN INNOVATIVE CORPORATE SOCIAL RESPONSIBILITY SCHEME

At last, A RELIABL

CSR is all about cor-
porate organisations
considering the interests
of society by taking
responsibility for the
impact of their business
activities.

CORPORATE SOCIAL RESPONSIBILITY, OR CSR, IS ONE OF TODAY'S BIG BUZZ WORDS. AS CONSUMER
AWARENESS OF ENVIRONMENTAL AND SOCIAL ISSUES RISES, BUSINESSES ACROSS THE GLOBE ARE
SCRAMBLING TO TAKE UP THEIR OWN RESPONSIBILITY IN THESE AREAS — OR AT LEAST TO PLEASE
CONSUMERS BY TALKING THE TALK. THE PROBLEM IS HOW TO QUANTIFY AND QUALIFY AN ABSTRACT
CONCEPT LIKE CSR. WHILE THE INTERNATIONAL PLAYING FIELD AWAITS A SPECIAL NEW ISO SCHEME
COVERING THIS AREA, KIWA BELGIUM IS DEVELOPING AN INNOVATIVE CSR CERTIFICATE OF ITS OWN.

ROLLOUT IS SCHEDULED FOR 2009.

So what exactly is CSR? By one commonly used defi-
nition, it is all about corporate organisations consider-
ing the interests of society by taking responsibility for
the impact of their business activities on customers,
suppliers, employees, shareholders, communities and
other stakeholders, as well as the environment and
aligning that impact with certain universal values. CSR
advocates urge the corporate world to go beyond
simply complying with social and environmental
regulations by voluntarily taking steps to improve
employees’ quality of life and help protect society and
the environment. Obviously, it is one thing to pursue
CSR, but quite another to define clear CSR values.
What is socially acceptable in one business may not
be in another. Or a company may adapt a business

process to reduce its harmful impact on the environ-
ment at one end, while contuning to cause damage at

the other end. “As a certification institute we get a lot
of questions from the market about corporate social
responsibility”, says director Janneck Peersman of
Kiwa Belgium. “Perhaps the single most asked ques-
tion is what norms a company should be expected to
comply with to be considered socially responsible and
how that sense of responsibility can be credibly com-
municated to the market.”

NATIONAL, NOT GLOBAL]

Kiwa Belgium has decided to provide the answer

to that question itself. Says Peersman, “The ISO
scheme that is being developed for CSR is going to
be a long time in the making, and understandably,

as it is intended to be a global norm and therefore
will have to bridge the gap between businesses

from Western Europe to India or Africa. Imagine the
different perceptions as well as capabalities that
exist around the world regarding social and environ-
mental responsibility and you can see why the ISO
norm will be a long time coming. On a national scale,
however, we believe we can meet the need for CSR
certification more easily.” Kiwa Belgium has in fact
narrowed down the playing field even further, by

not only focussing on the domestic market, but on a
specific sector within that market as well. The Kiwa
CSR certificate will initially be developed, tested and
marketed exclusively among companies whose core
business is related to environmental protection, such
as engineering agencies, soil remediation specialists,
water purifiers and such like. “It’s an obvious choice”,
says Peersman. “The idea is that if we fail to develop
a clear CSR certification system in a sector so directly
connected with the environment, we'e likely to fail in
other sectors as well. But if it works here, we’ll have



CSR certificate \;

a firm position from which to reach out into other
sectors.” While focussing on environment-oriented
businesses, the CSR scheme will not, however, deal
exclusively with environmental responsibility. To the
contrary, the objective is to develop a scheme that
will adequately cover the full range of corporate social
responsibilities: people, planet and profit.

BOARD OF EXPERTS

The CSR programme is already well underway. At

a kick-off meeting last June, organised by Kiwa
together with consulting company Be-Con, a National
Board of Experts was formed with representatives of
the government, the corporate world, environmental
ngo’s and other stakeholders. The Board will have
taken its first steps towards formulating concrete CSR
criteria by October. Once these have been properly
tested and fine-tuned, presumably by the first quarter
of 2009, the programme will be ready to hit the
Belgian market. Kiwa Belgium’s role on the Board of
Experts is an objective, facilitative one, emphasises
board secretary Peersman. “Our job is to bring the
parties together, to monitor progress and to imple-
ment the decisions that are made. In that way we

will avoid the risk of becoming involved in developing
criteria as well as auditing.” Peersman is confident
the initiative will succeed. “The concept of CSR can
be very fuzzy. But Kiwa has the advantage of wide
experience in converting abstract concepts into very
concrete norms and criteria. We're eagerly looking for-
ward to the outcome and so is the Belgian market.”

More information: janneck.peersman@kiwa.be

The Netherlands will
soon have a set of
criteria for sustainable
purchasing.

The Netherlands will soon have a set of criteria for sustainable purchasing.
The criteria, which are being developed by a Dutch government agency, are
among the first tangible results of the push for measurable Corporate Social
Responsibility, or CSR, norms in Holland. Kiwa is following these new devel-
opments closely and advises businesses eager to make sure they can meet
the new sustainable purchasing criteria to apply for ISO 14001 certification.
The Dutch government has boosted interest in CSR by announcing that by
2010 all of its procurement activities will be performed on a sustainable basis.
Every product bought by a Dutch national government agency, in other words
- be it pencils and paper or new office complexes in Holland or abroad - will
have to comply with the environmental sustainability criteria currently being
developed. Not surprisingly, the announcement has awakened a need among
suppliers, especially in the construction sector, to prove that their prod-

ucts and services are indeed sustainable. The criteria are being developed

by SenterNovem, an agency of the Dutch Ministry of Economic Affairs that
promotes sustainable development and innovation within the Netherlands
and abroad. Like Kiwa, SenterNovem promotes ISO

14001 certification as a good means of guarantee-

ing sustainability. “It is an effective tool for proving

to the government, or to other players, that your

business is sustainable”, says Wim van Vreeswijk of

Kiwa’s building & construction division.

More information: wim.vanvreeswijk@kiwa.nl

Wim van Vreeswijk
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ALAN BRYDEN TOOK UP THE POST OF ISO SECRETARY-GENERAL ON 1 MARCH 2003, AFTER HAVING
SERVED AS DIRECTOR GENERAL OF THE FRENCH NATIONAL STANDARDS BODY, AFNOR. OF SCOTTISH
AND FRENCH DESCENT, HE BEGAN HIS CAREER IN METROLOGY, NOTABLY WITH THE USA’'S NATIONAL
BUREAU OF STANDARDS (TODAY THE NATIONAL INSTITUTE OF STANDARDS AND TECHNOLOGY). ALAN
HAS A STRONG BACKGROUND IN THE FIELDS OF QUALITY AND THE RATIONAL USE OF ENERGY. HE
WAS VICE-PRESIDENT OF THE FIRST COMMITTEE ON TECHNICAL BARRIERS TO TRADE IN GATT (NOW
WTO). KIWA MAGAZINE INTERVIEWED HIM ON THE CURRENT POSITION OF ISO 9001 AND 14001.

ISO'S SECRETARY-GENERAL ALAN BRYDEN ON ISO 9001 AND 14001 STANDARDS

Alan Bryden: “The ISO
standards are now imple-
mented in 175 countries,

which is a clear demon-

stration that they have
become essential tools
of the world economy.”

TOOLS

Can ISO give data on the countries and market
segments in which ISO 9001 and ISO 14001 are
commonly used?

“The data are provided annually in The ISO Survey

of Certifications. It's important to point out first that
certification is not a requirement of either ISO 9001
or ISO 14001. They can be implemented solely for
the internal and external benefits they bring the
organisation and its customers and are not necessa-
rily linked to certification. ISO itself does not perform
certification activities for its standards, does not issue
certificates and does not control certification activities
performed independently of ISO by other organisa-
tions, such as Kiwa. However, we frequently receive
requests for information on the number of certificates
and this has led us to publish The ISO Survey, which
is now in its 15th year.”

What is the latest news on ISO 9001 and 14001?
"The survey for 2007 has just been published. It shows
that up to the end of December 2007, at least 951,486
ISO 9001:2000 certificates had been issued in 175
countries and economies. The 2007 total represents
an increase of 54,557 (+6%) compared to 2006, when
the total was 896,929 in 170 countries and economies.
Regarding ISO 14001, the survey reveals that up to the
end of December 2007, at least 154,572 certificates
had been issued in 148 countries and economies —an
increase of 26,361 (+21%) from 2006, when the total
was 128,211 in 140 countries and economies. Country-
by-country breakdowns of these figures are available
free of charge on the ISO website at www.iso.org.
Market sector breakdowns are given in the combined
brochure and CD which are on sale.”

Are there any clear trends regarding the use of

the norms, e.g. new regions, new markets, new

types of organisations?

“The standards are now implemented in 175 coun-

tries, which is a clear demonstration that they have

become essential tools of the world economy.

Organisations large and small, in private and public

sectors, manufacturing and services, in industrialised,

developing and transitional economies, implement

ISO management system standards to achieve objec-

tives such as the following:

® providing assurance about quality in supplier-
customer relationships;

e operating in an environmentally sustainable manner;

¢ unifying quality, environmental or information secu-
rity requirements in sectors and areas of activity;

e qualifying suppliers in global supply chains;

¢ providing technical support for regulators;

® giving organisations in developing countries and
transition economies a framework for participating
in global supply chains, export trade and business
process outsourcing;

e assisting in the economic progress of developing
countries and transition economies;

e transferring good managerial practice;

e and encouraging the rise of services.

In relation to this last point, in 2007 services account-
ed for 32% of all ISO 9001:20001 certificates issued
and 29% of ISO 14001:2004 certificates. Following
take-up by the manufacturing and service sectors, the
standards are now being increasingly implemented by
government departments at national and local levels
and by other public service bodies.”



Are there any new or further developments
forthcoming with regard to the ISO 9000 and ISO
14000 families and if so, which ones and why?
"The latest development regarding the ISO 9000
family is the publication on 14 November of

ISO 9001:2008, Quality management system —
Requirements, the fourth edition of the standard first
published in 1987. ISO 9001:2008 contains no new
requirements compared to the 2000 edition, which

it replaces. It provides clarifications to the existing
requirements of ISO 9001:2000 based on eight years'
experience of implementing the standard worldwide
and introduces changes intended to improve consis-
tency with the environmental management system
standard, ISO 14001:2004. ISO and the International
Accreditation Forum (IAF) have agreed on an im-
plementation plan to ensure a smooth transition of
accredited certification to ISO 9001:2008. Again, this
schedule can be consulted on the ISO website. The
technical committee responsible for the ISO 9000
family, ISO/TC 176 is now working to complete for
2009 the next edition of ISO 9004, which is a non-
certification standard and carries the title of Managing
for the sustained success of an organization — A qua-
lity management approach.”

What about ISO 14000?

"Regarding the ISO 14000 family, the committee
responsible, ISO/TC 207 is now starting to prepare for
the third editions of ISO 14001 and ISO 14004. The
committee is finalising the new ISO 14005 standard
designed to offer a phased approach to implementing
an environmental management system, as well as
introducing users of this approach to environmental
performance evaluation. In addition, work will start

in January 2009 on a new standard on the carbon
footprint of products, for publication in 2011. This

will complement the already published standards on
greenhouse gas verification and accounting, and on
the accreditation of the bodies that carry out such
activities, ISO 14064 and ISO 14065. Another deve-
lopment that may interest your readers is the recent
publication by ISO of the combined book and CD, The
integrated use of management system standards.”

Can you say anything about praise and/or
criticism ISO receives for these norms?

“The latest ISO Survey shows a continuing progres-
sion of ISO 9001 and ISO 14001 implementation —
which would seem to indicate a positive welcome for
these standards. The main responsibility for gathering
market feedback on ISO standards quite rightly lies
with the technical committees that have developed
the standards. For example, during the process that

has led to the just published ISO 9001:2008, the
committee responsible carried out a two-year syste-
matic review, a worldwide user survey and benefited
from further data from national surveys. As can be
deduced from the fact that ISO 9001:2008 does not
introduce new requirements, users worldwide are
generally satisfied with the standard.

Another positive indication can be gleaned from the
websites of many of the world’s most successful
companies, which highlight their use of ISO 9001

and ISO 14001. ISO's magazine ISO Focus provides
more positive feedback. The majority of the CEOs

of leading private and public sector organisations
interviewed for the magazine's “Guest View"” column
regularly evoke their positive experience of ISO 9001
and/or ISO 14001. Speaking generally, these stand-
ards receive more praise than criticism. The criticism
that does come is usually targeted at specific failures
in the quality of certification. Although ISO does not
carry out certification, it develops voluntary standards
and guides to encourage good practice by certification
bodies worldwide and we are working closely with
the International Accredition Forum with the same
objective.”

More information: www.iso.org

Organisations large and
small, in private and
public sectors, manu-
facturing and services, in
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industrialised, developing
and transitional econo-
mies, implement ISO
management system

standards to achieve
many objectives.




As good as

70-YEAR-OLD BISON OPTS FOR THE GLOBAL STANDING OF ISO 9001

AFTER SEVERAL YEARS OF BEING CONTENT WITH A RANGE OF PROD-
UCT CERTIFICATES, BISON INTERNATIONAL BV HAS ACQUIRED ISO 9001
CERTIFICATION FOR ITS TOTAL QUALITY MANAGEMENT. KIWA CERTIFIED
THE NETHERLANDS-BASED ADHESIVES AND SEALANTS SPECIALIST IN
NOVEMBER. THE MAIN REASON BISON HAS OPTED FOR ISO 9001 IS ITS
SOLID REPUTATION ON INTERNATIONAL MARKETS. THE FIRM CELEBRATES
ITS 70TH ANNIVERSARY THIS MONTH AND CONSIDERS THE CERTIFICATION

Bison International BV

believes people
make quality.

On the way to satisfy a

customer.

A FITTING CROWN ON ITS ACHIEVEMENTS.

As a leading brand for adhesives and glues in both the
do-it-yourself consumer market and the professional
and business-to-business market, Bison has invested

in quality management for many years. In the previ-
ous decade Bison International BV in fact carried the
ISO 9001 certificate, but in 2001 decided to let it go.
"At that time the firm felt that ISO 9001 certifica-
tion did not significantly add value. We had a range
of product certificates that represented an overall
quality management system without ISO 9001", says
Quality, Environmental, Safety and Health coordinator
Wiebe van der Kerk.

Times have changed, however, and last year the firm
decided it was time to once again go after ISO 9001.
Explains Van der Kerk: “The decision mainly had to do
with our activities in the professional market segment
and our international sales. We became increasingly
aware that on an international level ISO 9001 has a
good reputation and can enhance our position. To
many of our professional and international partners
and clients it is clear evidence that we are a reliable
partner familiar with key principles of quality man-

agement and customer satisfaction.” The interna-
tional scope of Bison International BV reaches from
Western Europe to Eastern Europe, the Middle East
and the Netherlands Antilles and Surinam.

PARTNERSHIP

At the beginning of this year, Bison asked Kiwa to
guide it through the certification procedure. “We've
known and worked with Kiwa for a long time and are
pleased with the partnership”, says Van der Kerk.
The focus in the ISO 9001 certification procedure
was to build on what Bison already had developed,
with an emphasis on process management and
objectivity, with a large number of Key Performance
Indicators, which are an important base for improve-
ment projects. An added aim was to make the quality
management system more accessible to employees
by adding a digital version to the usual hard copy
documents stored on a shelf.

The area of product development also received
attention, resulting in a new product development
programme which, Van der Kerk says, “is far more
structured and effectively streamlines the develop-
ment of new products”. The audits took place in
November and the certificate was issued in the same
month. “Bison International BV already had the basics
of quality and process management in place"”, com-
ments Van der Kerk, “but the ISO 9001 certification is
important for our international position. We're pleased
we did it and also with the role Kiwa has played. It’s a
fitting crown on seventy years of business.”

65 COUNTRIES

Bison International BV includes the Bison, Griffon,
Bison Professional, Bostik (Italy) and Imedio brands
of adhesives, sealants, lubricants, maintenance and
soldering products and has activities in 65 different
countries. The firm is part of the Bolton Group, a fast-
growing international company manufacturing and
marketing over 50 branded consumer goods in more
than 125 countries. The Bolton brands range from
adhesives, glues and sealants, including the German
UHU brand, to food, petfood and household products,
personal care and beauty care products.

More information: bert.van.erkel@kiwa.nl



KIWA HAS DEVELOPED A NEW TRAINING SEMINAR TO ANSWER THE NEED IN NUMEROUS EUROPEAN
COUNTRIES FOR A CERTIFICATION SCHEME THAT ENSURES COMPLETE COMPLIANCE WITH EU LEGIS-
LATION CONCERNING PRODUCTS AND MATERIALS USED IN CONTACT WITH DRINKING WATER AND
THE PROCESSES BY WHICH THOSE PRODUCTS ARE MADE. MANY EUROPEAN COUNTRIES HAVE SOLID
APPROVAL SCHEMES IN PLACE TO ENSURE PRODUCT AND MATERIAL SAFETY, BUT LACK ADEQUATE
COVERAGE OF THE UNDERLYING PRODUCTION PROCESSES. THE NEW KIWA SEMINAR HAS BEEN DE-
SIGNED TO HELP PARTICIPANTS ORGANISE A NATIONAL ACCEPTANCE SCHEME FOR THIS FIELD.

HOW TO IMPLEMENT ARTICLE 10 OF
THE DRINKING WATER DIRECTIVE

Easy

The objective of the new seminar is to familiarise par-
ticipants with all the many scientific and organisational
aspects of the acceptance of products and/or materi-
als used on contact with drinking water in accordance
with the model of the European Acceptance Scheme.
Participants may include governmental organisations,
producers, importers, certification bodies, test labs,
water companies and contractors.

HE ATA SYSTEM

European legislation imposes strict requirements for
products and materials that come into contact with
drinking water as well as for the processes by which
those products are manufactured. Most European
countries do not yet have a programme in place that
ensures these requirements are met. One of the lead-
ing European countries in this field is the Netherlands
and in the Netherlands Kiwa has been at the forefront
of developments for many years. The widely known
Dutch ATA system — Attestation Toxological Aspects
— was co-developed by Kiwa in the 70s and today

is perhaps the best example of a full certification
scheme in this complex and sensitive field. Kiwa has
thus far made its experience available for Bulgaria,
Romania and, since recently, Portugal. The strength of
the ATA scheme is that it covers both actual products
or materials that come into contact with drinking
water and the processes by which those products or
materials are manufactured. The first step in the ATA
auditing programme is an analysis on paper of the
chemical consistency of the products and materials
on the basis of limit values laid down in EU regula-

to
SWALLOW

tions for various substances. This part of the audit is
strictly confidential, as it requires manufacturers to
submit detailed data on their products and production
methods. After the paper approval, product and mate-
rial samples are subjected to lab tests.

QUALITY MANAGEMEN

Though the product itself is a certified safe product
after this stage, the ATA scheme goes a step further,
calling for certification of the manufacturer’s quality
management system as well. Thus the product and
the processes of it which is a part are both covered.
"There isn't really another scheme as complete as
ATA, where the certification institute goes back every
year to audit both the products and the processes”,
says Wim van de Meent of Kiwa Certification. “A lot
of European countries have got their product safety
covered, but not the process aspect. ATA is an ideal
basis for full compliance with European legislation,
particularly the well-known Article 10 of the Drinking
Water Directive 98/83/EC.” The new Kiwa training
seminar is an efficient tool for getting acquainted
with the relevant aspects of the approval of products
in contact with drinking water according to European
rules. The seminar is likely to please a lot of players.
Explains Van de Meent, “Sooner or later, every coun-
try in Europe is going to have to comply with Article
10. Because of the proven reliability and complete-
ness of ATA, it makes a lot of sense to attend a semi-
nar based on the ATA approach of the Netherlands.”

More information: wim.van.de.meent@kiwa.nl
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ATA is an ideal basis
for full compliance with
European legislation.
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FOR HOSPITALITY ENTERPRISES LIKE REGARDZ, KIWA'S

WHILE KIWA IS PERHAPS BEST KNOWN FOR ITS ACTIVITIES IN HARD SEC-
TORS SUCH AS BUILDING AND CONSTRUCTION, ENERGY, WATER AND GAS
AND NUMEROUS OTHER INDUSTRIES, IT ALSO SERVES A CONSIDERABLE
RANGE OF SOFT-SECTOR BUSINESSES. HEALTHCARE IS ATYPICAL EXAM-
PLE, BUT KIWA IS ALSO AT HOME IN THE HOSPITALITY BUSINESS. ONE OF
ITS CUSTOMERS IN THIS FIELD, REGARDZ IN THE NETHERLANDS, IS DUE
FOR A NEW ISO AUDITING ROUND BY KIWA IN JANUARY.

Kiwa's clients in the hospitality and tourism busi-

ness range from a string of Dutch Stayokay hostels
and Tourist Information Offices, locally known as
VVVs, to classy hotels and conference centres like De
Zeeuwse Stromen on the southwest coast of Holland.
“To many players in the hospitality and tourism busi-
ness, quality management is a number one priority.
But as this business centres on services rather than
on products and many organisations have multiple
locations, managing quality is a special challenge”,
says Kiwa’s auditor Sabine Hesdal. Kiwa does not
only perform comprehensive ISO audits for hospitality
and tourism businesses, but can also handle a wide
range of separate assessments and test schemes,
covering the many sides of quality characteristic of
this sector, from fire safety to routing and accessibility
for the disabled.



APPROACH TO QUALITY IS

Styled hotel room in
Regardz Berghotel
Amersfoort.

PRACTICAL APPROACH

With five hotels, eight meeting centers and four event
centers spread across the Netherlands and offering a
total of 7567 bedrooms, 339 meeting rooms and a total
hospitality capacity of two- to three-and-a-half thou-
sand people, it's no wonder Regardz is pleased with
Kiwa’s hands-on practical approach. Says Regardz
quality manager Monique Lommerse, “In our situation
it would be easy to get lost in a jungle of paperwork.
But thanks to Sabine Hesdal’s refreshing approach,
we didn’t. She offered clear guidance in the process
of ISO certification and her first audit brought some
important issues to light that we have since been able
to deal with effectively, such as our supplier assess-
ments and customer response procedures. Kiwa has
been a very practical and understanding partner.” One
of the challenges of managing quality in a hospitality
chain is that a chain is made up of a lot of different
locations. And in the case of Regardz, each location
has deliberately been created with a unique set of
characteristics. “But they all have to be managed and
certified according to a single system. It’s very easy
to accumulate huge amounts of paper to cover every-
thing”, says Hesdal. That pitfall has been successfully
avoided at Regardz. Currently, the organisation has
two files containing its entire quality management
system. One covers all the risk assessment proce-
dures — and in the hospitality and food business they
are almost endless — and the other deals with registra-
tion and issues such as customer satisfaction. “It’s
surprisingly clear and simple”, says Lommerse. “With
Kiwa’s help, we’ve been able to set up the system in
such a way that any Regardz employee can under-
stand it, from the cooks to the cleaners and even the
interns we get. Were hospitality people, you see,
which means we like to get on with our core business
of welcoming our guests and making them feel at
home. A kitchen chef wants to be sure the HACCP re-
quirements and all the other legal issues are properly
covered so he can get on with cooking a great dinner.
Kiwa has enabled us to do that.”

HE MULTI-SITE PRINCIPLE

As a result of this teamwork, Regardz became the
first hospitality chain in the Netherlands to obtain ISO
9001:2000 certification for all of its outlets on the

basis of the so-called multi-site principle this year.
The multi-site principle is an effective answer to the
problem of diverse locations and characteristics. In
the past, each separate outlet obtained its own certifi-

cation for quality management. Not only did that cost
a lot of time and money, it also made it difficult for
Regardz to present itself to large client organisations
unwilling to sit down and have the quality manage-
ment policies of each separate outlet explained to
them. Multi-site certification has changed that. Based
on audits at the main office and at least one third of
the locations in each round, it has enabled Regardz to
channel its quality management into a single, central-
ised system consisting of seven steps that apply to all
of the locations. Auditing is easier and less expensive.
But far more importantly, Regardz can now move
with ease in its main growth market: the market of
big players where hospitality contracts are tendered.
“Large organisations increasingly tend to write out
tenders for hospitality contracts so as to avoid having
to make arrangements for each separate meeting,
conference or hotel visit”, explains Lommerse. “Our
aim as a supplier is to make things as easy as pos-
sible for them. The streamlined quality management
system we now have in place is an important asset

in that respect. All we have to do to convince them of
our quality, is to show them how we manage it. Kiwa
is an excellent partner in all of this.”

More information: sabine.hesdal@kiwa.nl

o specisls
ccesecee

Landmark hospitality: the
Regardz Zilveren Toren,
or Silver Tower, designed
by Swiss artist Heinz
Julen, is located next
door to Amsterdam’s
Central Railway Station.
Visitors can choose from
eleven meeting rooms,

a coffeecorner and a
restaurant — all with
breathtaking views of the
Dutch capital.

Monique Lommerse,
group quality coordinator
at Regardz: “Kiwa'’s prac-
tical approach helped us
to noticeably improve
our quality management

system rather than just
giving us a lot of extra
paperwork.”
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NAME-GIVING

simplified

SEVERAL YEARS BACK, KIWA MOVED ITS BOUNDARIES, CHANGING
FROM A TYPICAL DUTCH CERTIFICATION ENTERPRISE INTO A BROADER
EUROPEAN CERTIFICATION INSTITUTE. AS A CONSEQUENCE, OUR
ORGANISATION AND OUR PORTFOLIO HAVE SIGNIFICANTLY EXPANDED.
KIWA DID NOT ACHIEVE THE EXPANSION ENTIRELY ON ITS OWN. A
NUMBER OF TAKEOVERS OF RENOWNED CERTIFIERS, PARTICULARLY
IN GERMANY, ADDED CONSIDERABLE VALUE.

% With the addition of our newest partner, Spain’s
Grupotec Inspeccion y Medio Ambiente (Gima), the
Kiwa family now consists of over thirty companies in
the Netherlands, Belgium, Germany, ltaly, England,
Sweden, China, Spain and Turkey. Inevitably, the
growth of our family has caused some confusion in
the market, as it is not always clear to outsiders that a
particular firm is part of the Kiwa organisation. Kiwa’s board of directors has
therefore decided to simplify both the nomenclature and the legal structure of
the organisation as of January 1, 2009. Our Netherlands-based certification
companies (Kiwa Certificatie & Keuringen, Kiwa Gastec Certification and Kiwa
Inspectie) will be united in Kiwa Nederland BV, while all our other partners will

have the Kiwa family name added to their own names as a prefix. Zemlabor will

become Kiwa Zemlabor, International Cert will become Kiwa International Cert

and so on. The purpose of this simplification is to strengthen the market position

of all Kiwa companies.

CERTIFICATION BRANDS

The company name changes will not affect our service and certification brands,

which will retain their current names simply because of their strong market

reputations. Familiar brand names like Kiwa and Gastec will therefore remain as

they are. The same, naturally, applies to certification brands for which Kiwa has
been licensed, such as Komo, IIP, VCA and so on.

GRUPOTEC INSPECCION Y MEDIO AMBIENTE (GIMA)
Our newest partner is Gima. Gima was founded

in Valencia in 2001 by Spanish engineering firm
Grupotec and has since matured into a renowned
certification agency for the agro-food industry in Spain
and abroad. The company is accre-dited for Global
Gap, IFS, BRC, Naturane, Natursense and the IGP
scheme.

More information: george.mentjox@kiwa.nl

COLOPHON

Kiwa Magazine is issued by Kiwa N.V.

Kiwa improves quality with expert know how.
Kiwa is an independent high quality organization
having as its core business certification and research.
This is being supported by inspection, training and
consultancy. The clients are public utility plants, (local)
government agencies, industry, (business) services
and (international) organizations. Kiwa works for
clients in many industries, but the emphasis is on
water and energy, construction and infrastructure,
mobility, feed & food, safety, environmental care

and personal care.

For more information: www.1kiwa.com.
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