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	Scope (Activity / Area Audited): ISO 22458 Documentation compliance

	Criteria (ISO Standards / Internal Procedures): Compliance with ISO 22458 standards and documented procedures / records 

	Auditor(s) : 
	Date : 



	Question
	Evidence Viewed / Response / Findings

	Are following mandatory documents available:

1. Policies detailing processes and procedures covering the following areas (clause 4.3.4);
· Consumer vulnerability
· Data protection
· Third-party representatives
· Interruptions to essential services 
2. Vulnerable Consumer Sales Policy (clause 5.6.1)
3. Written plan detailing how to support vulnerable consumers when service is interrupted
4. Guidance for frontline staff on risk factors contributing to or causing vulnerability (7.2)

	

	Are following mandatory records available 

· Record of member(s) of staff with responsibility for vulnerability strategy (clause 4.3.2)
· Records on customer data and feedback from customers and staff (clause 4.3.3)
· Records on consumer and stakeholder engagement (clause 5.3)
· Records on the views and experiences of consumers (clause 5.3.1)
· Record of consumers preferred channels of communications (clause 5.4.1)
· Record of key information presented to consumers (clause 5.5.2)
· Record of complaints and disputes (clause 5.8)
· Record of staff training and reviews of the training programme (clause 6.2.3)
· Record of training programme review (clause 6.2.3.3/6.2.3.2)
· Record of consent of individual when collecting their personal information (may not be documented) (clause 6.4.4)
· Record of individual’s consent when sharing their personal data externally (clause 6.4.6)
· Records about vulnerable consumers personal circumstances (clause7.5)
· Record of updates to customer records (clause 7.5.4)
· Record of review of current service provision for an individual (clause 8.2.2)
· Record of monitoring effectiveness of service provision (clause 9.1)
· Record of evaluation of findings from monitoring activities (clause 9.2)
· Record of continual improvement of outcomes for consumers (clause 9.3)
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