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Table S1 First set of indicators of the social impact assessment of the ecotourism packages
	Stakeholder Groups
	Social Topic
	Indicator

	Workers
	Working conditions
	1
	Discrimination and fair treatment

	
	
	2
	Forced labour

	
	
	3
	Types of contracts and percentage of workers involved

	
	
	4
	% of jobs in tourism that are seasonal

	
	
	5
	Initiatives for work-life balance

	
	
	6
	Workplace conditions: e.g. hygienic conditions, air-conditioning, etc.

	
	
	7
	Working hours/ Overtime

	
	
	8
	Fair salary

	
	Gender equality
	9
	Average wage in tourism for women compared to men’s

	
	
	10
	% of employment for each gender

	
	Health & Safety
	11
	Presence of a formal policy concerning health and safety

	
	
	12
	Social certifications

	
	
	13
	Information about injuries and/or accidents in the organization

	
	Freedom of association & Collective bargaining
	14
	Workers are free to join unions of their choosing

	
	Training
	15
	% of training hours vs total worked hours in the last 3 years

	
	
	16
	% of food handlers receiving food hygiene training

	
	
	17
	% staff in tourism businesses with first aid training

	Local Community
	Local capacity building
	18
	Relevance of the considered sector for the local economy (share of GDP)

	
	
	19
	Partnerships and/or projects development involving the local community/promotion of entrepreneurship and small businesses

	
	Local employment
	20
	Percentage of workforce hired locally

	
	
	21
	Strength of policies on local hiring preferences

	
	
	22
	Percentage of spending on locally based suppliers

	
	Well being
	23
	Does the company provide access/build/refurbish to existing infrastructures?

	
	
	24
	Residents’ perception of tourism impacts

	
	Territory, landscape and cultural heritage
	25
	Protection of the landscape

	
	
	26
	Presence/strength of organizational program to include cultural heritage expression in product design/production

	
	
	27
	Marketing for sustainable tourism

	
	Tourism
	28
	Does the service favours local tourism/residents? Access by locals to key sites

	
	
	29
	Number of equivalent visitors per resident (1:1 ratio)

	
	Biodiversity/natural resources
	30
	Has the park put in place a plan assessing the direct or indirect impact of their activities on biodiversity and on the environment?

	
	
	31
	Applied codes of conduct (group size, mode of transport, waste disposal, noise pollution, etc.) designed to minimize negative impacts on biodiversity/natural resources?

	Value Chain
	Integration of sustainability on supply chain
	32
	Does the company adopt environmental/social criteria for supplier selection?

	
	
	33
	Does the company work to reduce the environmental impact of its products during consumption and at the end of life?

	
	Fair competition
	34
	Documented statement or procedures (policy, strategy, etc.) to prevent engaging in or being complicit in anticompetitive behaviour

	
	Supplier relationships
	35
	Payments on time to suppliers

	
	Promoting social responsibility
	36
	Percentage of suppliers the enterprise has audited with regard to social responsibility in the last year

	
	
	37
	Support to suppliers in terms of consciousness-raising and counselling concerning the social responsibility issue



Table S1 Cont.
	Stakeholder Groups
	Social Topic
	Indicator

	Tourists
	Transparency
	38
	Company commitment to deliver a transparent information to the consumer

	
	
	39
	Use of voluntary verified certifications (e.g. EMAS)/labelling for environmental/sustainable quality and/pr CSR measures (%)?

	
	
	40
	Publication of a sustainability report

	
	Quality of the service
	41
	Visitors satisfaction with their overall experience/perception of value for money

	
	
	42
	Accessibility to people with disabilities and/or participating in recognized accessibility schemes

	
	Health & Safety
	43
	Number of illness/accidents and death cases of tourist and the cause

	
	
	44
	Does the company or facility has a risk management plan?

	
	Feedback mechanism
	45
	Presence of a mechanism for customers to provide feedback












Table S2 Reasons for exclusions of indicators to the final list.
	Stakeholder Groups
	Social Topic
	Indicator
	Reason for exclusion

	Workers
	Working conditions
	1
	Discrimination and fair treatment
	In this case discrimination was reduced to gender equality, that is the most prominent relevant type of discrimination in tourism according to the amount of information on the topic available in literature, since there exist a wide range of types of discrimination that could not be assessed for practical reasons of time. Gender equality is addressed by the PI6 of indicator 4 “Fair salary” (see Table S3). Additionally for the fair treatment aspect, it was considered that an organization reporting about forced labor and illegal labour, overtime, and fair salary, was reporting enough information that gives proof about their performance regarding workers fair treatment.

	
	
	3
	Types of contracts and percentage of workers involved
	This indicator was discarded because information regarding types of contracts was already being asked by indicator 2 “% of jobs that are seasonal”.

	
	
	5
	Initiatives for work-life balance
	This indicator was discarded as in PI5 of indicator 4 “Fair salary” the provision of additional social benefits on top of what is provided by the government was already addressed, and this includes initiatives for work-life balance.

	
	
	6
	Workplace conditions: e.g. hygienic conditions, air-conditioning, etc.
	This indicator was discarded as the completion with workers health and safety requirements and preventive measures and protocols beyond compliance with legislation was considered in indicator 5 “Presence of a formal policy concerning health and safety”.

	
	Gender equality
	9
	Average wage in tourism for women compared to men’s
	This information was transformed from this indicator to a PI within indicator 4 “Fair salary”.

	
	
	10
	% of employment for each gender
	This indicator was discarded as a considerable amount of tourism organisations are small enterprises often family-owned and family-runned that prevents them to be able to make substantial modifications in this regard.

	
	Health & Safety
	12
	Social certifications
	The indicator was discarded as social certifications is still a recent growing area concerning certifications and it was not realistic to pretend to ask for this to tourism organisations that are usually SMEs with a limited capacity, knowledge, time and money, for obtaining this type of achievements.

	
	
	13
	Information about injuries and/or accidents in the organization
	Indicator 5 “Presence of a formal policy concerning health and safety” asks in PI5 information about H&S metrics within the organization.

	
	Freedom of association & Collective bargaining
	14
	Workers are free to join unions of their choosing
	This indicator was discarded in first place since the nature of tourism businesses in most cases are SMEs where the workers themselves pay little attention to association and collective bargaining, but also it was considered to be sufficient the information asked about labour rights in indicators 1 “Forced labour/Illegal labour”, 3 “Working hours/Overtime”, 4 “Fair salary”, 5 “Presence of a formal policy concerning health and safety” and 6 “Training hours per year”. Additionally the significance of unions and labor rights can vary substantially depending on the local context and prevailing labor practices. If the tourism industry in the specific area under assessment has a different labor framework or if unions are not prominent aspect of the labor landscape, it might be less relevant to include this indicator.

	
	Training
	15
	% of training hours vs total worked hours in the last 3 years
	It was transformed to indicator 6 “Training hours per year”.

	
	
	16
	% of food handlers receiving food hygiene training
	It was discarded as it was assumed that if an organization is providing the adequate amount of training to all workers reported under indicator 6 “Training hours per year”, this also includes food handlers.

	
	
	17
	% staff in tourism businesses with first aid training
	It was discarded as it was assumed that if an organization is providing the adequate amount of training to all workers reported under indicator 6 “Training hours per year”, it is possible that part of the training already covers first aids.



Table S2 Cont.
	Stakeholder Groups
	Social Topic
	Indicator
	Reason for exclusion

	Local Community
	Local capacity building
	18
	Relevance of the considered sector for the local economy (share of GDP)
	This indicator was out of scope considering that the assessment was addressing service providers, not destinations as a whole.

	
	Local employment
	21
	Strength of policies on local hiring preferences
	This indicator was discarded since it was assumed that the performance regarding workforce hired locally reported under indicator 8 “% of workforce hired locally” was enough to assess this topic.

	
	Well being
	24
	Does the company provide access/build/refurbish to existing infrastructures?
	Assessing infrastructure provision or refurbishment alone may not adequately capture the broader social impacts of a tourism service provider. While infrastructure development can contribute to local development and economic growth, it might not sufficiently address social issues like community well being or equitable access to resources. Indicator 6 “Training hours per year” and 7 “Partnerships involving the local community” cover this gaps.

	
	Territory, landscape and cultural heritage
	25
	Protection of the landscape
	While landscape protection is an important environmental consideration, and can indirectly contribute to social well-being in some cases, it may not directly reflect the social impacts of the tourism service provider.

	
	
	26
	Presence/strength of organizational program to include cultural heritage expression in product design/production
	This indicator was discarded since cultural heritage expression can be reflected through offering local supplies, specially concerning food, and this information is collected in indicator 9 “% of workforce hired locally” and another way preserve culture is through the language that is addressed by PI5 of the indicator 11 “The service favours local tourism/residents”.

	
	
	27
	Marketing for sustainable tourism
	While marketing plays a role in shaping perceptions and behaviors, it may have limited direct influence on social outcomes. Marketing efforts primarily target potential tourists and aim to communicate information about sustainable practices. However, the actual social impacts are more likely to be determined by the operational practices and actions of the tourism service provider itself, such as community engagement, fair employment practices, or cultural preservation initiatives.

	
	Tourism
	28
	Number of equivalent visitors per resident (1:1 ratio)
	This indicator was out of scope considering that the assessment was addressing service providers, not destinations as a whole.

	
	Biodiversity/natural resources
	30
	Has the park put in place a plan assessing the direct or indirect impact of their activities on biodiversity and on the environment?
	This indicator was out of scope considering that the assessment was addressing service providers, not destinations as a whole and if the framework developed was designed to be applied to tourism in general it was not relevant to ask about natural parks when not all tourism takes place in the surrounding of this kinds of areas.

	
	
	31
	Applied codes of conduct (group size, mode of transport, waste disposal, noise pollution, etc.) designed to minimize negative impacts on biodiversity/natural resources?
	This indicator was out of scope considering that the assessment was addressing service providers, not destinations as a whole and if the framework developed was designed to be applied to tourism in general it was not relevant to ask about natural parks when not all tourism takes place in the surrounding of this kinds of areas.




Table S2 Cont.
	Stakeholder Groups
	Social Topic
	Indicator
	Reason for exclusion

	Value Chain
	Integration of sustainability on supply chain
	32
	Does the company work to reduce the environmental impact of its products during consumption and at the end of life?
	This indicator was discarded since it was already being assessed in another form under the environmental footprint assessment included in the MEET Standard and the topic it was also being tackled under indicator 12 “Environmental/social criteria for supplier selection”.

	
	Fair competition
	34
	Documented statement or procedures (policy, strategy, etc.) to prevent engaging in or being complicit in anticompetitive behaviour
	The potential social impacts of anticompetitive behavior might be indirect and not easily measurable. While anticompetitive behavior can have economic consequences, such as market distortion or reduced consumer choice, the direct social implications may not be the primary concern.

	
	Promoting social responsibility
	36
	Percentage of suppliers the enterprise has audited with regard to social responsibility in the last year
	This indicator was discarded since information concerning the organization taking into account suppliers having sustainability reports and/or certifications evaluating the sustainability performance is disclosed under PI6 of indicator 12 “Environmental/social criteria for supplier selection”.

	
	
	37
	Support to suppliers in terms of consciousness-raising and counselling concerning the social responsibility issue
	This indicator was discarded since information concerning the proactivness of the organization regarding sustainability development of suppliers was included in PI5 of indicator 12 “Environmental/social criteria for supplier selection”.

	Tourists
	Transparency
	38
	Company commitment to deliver a transparent information to the consumer
	This indicator was dicarded to prioritize the inclusion of other indicators that from the experts perspective provided a more valuable point.

	
	
	39
	Use of voluntary verified certifications (e.g. EMAS)/labelling for environmental/sustainable quality and/pr CSR measures (%)?
	The indicator primarily focuses on environmental and sustainability aspects rather than directly measuring social impacts. While certifications and labels can indicate a commitment to environmental and corporate social responsibility (CSR) measures, their use may not directly capture the social effects.

	
	
	40
	Publication of a sustainability report
	This indicator was discarded as it was determined not relevant since SMEs, that are the main type of businesses in tourism, often face resource limitations (financial, time, and expertise). Resources are crucial to develop a public sustainability report and cannot be handled by an organisation with limited size and operation scope.

	
	Quality of the service
	41
	Visitors satisfaction with their overall experience/perception of value for money
	This indicator was discarded since the information being asked was already covered by indicator 16 “Presence of a mechanism for customers to provide feedback”.

	
	Health & Safety
	43
	Number of illness/accidents and death cases of tourist and the cause
	This indicator was discardes since it was included indicator 15 “Risk management plan” that covers this aspect in a broader way.






Table S3 Extended information of the final set of indicators of the social impact assessment of the ecotourism packages
	Stakeholder group
	Social topic
	Indicator
	Performance indicator
	Reference scale

	
	
	
	
	+2
	+1
	0
	-1
	-2

	Workers
	1
	Working conditions
	1
	Forced labour/ Illegal labour
	PI1
	The company or facility has a policy which prohibits retention of all or part of a worker’s salary, benefits, property or original documents.
	1 to 4 AND 6 to 7
	1 to 4 AND 6 OR 7
	4
	5
	-

	
	
	
	
	
	PI2
	The company or facility has a policy which prohibits recruitment through deception about the content or legality of the work contract.
	
	
	
	
	

	
	
	
	
	
	PI3
	The company or facility has a system in place which prohibits retention of all or part of a worker’s salary, benefits, property or original documents and recruitment through deception about the content or legality of the work contract.
	
	
	
	
	

	
	
	
	
	
	PI4
	Evidence that there is no forced labour and/or illegal labour.
	
	
	
	
	

	
	
	
	
	
	PI5
	If incidents of forced labour and/or illegal labour have been discovered, the company or facility has developed a corrective action plan with a clear timeline for completion.
	
	
	
	
	

	
	
	
	
	
	PI6
	The company or facility has a plan in place to raise awareness of issues associated with forced labour and illegal labour.
	
	
	
	
	

	
	
	
	
	
	PI7
	The company or facility publicly reports its commitments, performance, progress and effectiveness of programmes.
	
	
	
	
	

	
	
	
	2
	% of jobs in tourism that are seasonal
	PI1
	<15% OR that the average contract length exceeds 10 month/year.
	1
	2
	3
	4
	5

	
	
	
	
	
	PI2
	15-25% OR that the average contract length does not exceed 9 month/year.
	
	
	
	
	

	
	
	
	
	
	PI3
	25-35% OR that the average contract length does not exceed 7 month/year.
	
	
	
	
	

	
	
	
	
	
	PI4
	35-45% OR that the average contract length does not exceed 5 month/year.
	
	
	
	
	

	
	
	
	
	
	PI5
	>45% OR that the average contract length does not exceed 3 month/year OR no data is available.
	
	
	
	
	

	
	
	
	3
	Working hours/ Overtime
	PI1
	The company or facility has a corrective action plan with a clear timeline for completion for improving its overtime performance.
	2 to 5
	2 to 4
	2
	1
	-

	
	
	
	
	
	PI2
	The company or facility complies with overtime legislation (maximum number of hours, compensation, voluntariness, etc.).
	
	
	
	
	

	
	
	
	
	
	PI3
	If overtime is not voluntary by law, the company or facility lets workers choose if they want to do or not overtime.
	
	
	
	
	

	
	
	
	
	
	PI4
	When overtime is compensate with money it is paid better than an ordinary hour.
	
	
	
	
	

	
	
	
	
	
	PI5
	The company or facility lets workers choose whether overtime is offset by time or money.
	
	
	
	
	





Table S3 Cont.
	Stakeholder Group
	Social Topic
	Indicator
	Performance Indicator
	Reference Scale

	
	
	
	
	+2
	+1
	0
	-1
	-2

	Workers
	1
	Working conditions
	4
	Fair Salary
	PI1
	The company or facility has a corrective action plan with a clear timeline for completion for improving its salaries performance.
	3, 5 AND 6 OR 4 AND 6
	3 AND 6
	2 AND 6
	1
	-

	
	
	
	
	
	PI2
	All workers are paid the legal or industry minimum wage.
	
	
	
	
	

	
	
	
	
	
	PI3
	All workers are paid a living wage.
	
	
	
	
	

	
	
	
	
	
	PI4
	All workers are paid better than the living wage.
	
	
	
	
	

	
	
	
	
	
	PI5
	All workers receive additional social benefits on top of what is provided by the government.
	
	
	
	
	

	
	
	
	
	
	PI6
	There is no wage gap between man and women in the same working category.
	
	
	
	
	

	
	2
	Health and Safety
	5
	Presence of a formal policy concerning health and safety
	PI1
	The company or facility complies with health and safety standards or local laws.
	1, 2 AND 4 to 5
	1, 2 AND 4
	1 to 2
	3
	-

	
	
	
	
	
	PI2
	Workers have access to all the required personal protective equipment.
	
	
	
	
	

	
	
	
	
	
	PI3
	Preventive measures and emergency protocols exist, beyond compliance with local laws. 
	
	
	
	
	

	
	
	
	
	
	PI4
	Preventive measures and emergency protocols exist, beyond compliance with local laws. 
	
	
	
	
	

	
	
	
	
	
	PI5
	Company or facility data shows that there is an improvement year after year.
	
	
	
	
	

	
	3
	Training
	6
	Training hours per year
	PI1
	>30 hours of training for all workers (if there is no legal or industry minimum training hours) OR more than the legal or industry minimum training hours, AND specific sustainability training.  
	1
	2
	3
	4
	5

	
	
	
	
	
	PI2
	20,1-30 hours of training for all workers (if there is no legal or industry minimum training hours) OR more than the legal or industry minimum training hours.
	
	
	
	
	

	
	
	
	
	
	PI3
	20 hours of training for all workers (if there is no legal or industry minimum training hours) OR the legal or industry minimum training hours.
	
	
	
	
	

	
	
	
	
	
	PI4
	10,1-19,9 hours of training for all workers (if there is no legal or industry minimum training hours) OR less than the legal or industry minimum training hours.
	
	
	
	
	

	
	
	
	
	
	PI5
	<10 hours of training for all workers (if there is no legal or industry minimum training hours) OR no training OR no data available.
	
	
	
	
	






Table S2 Cont.
	Stakeholder Group
	Social Topic
	Indicator
	Performance Indicator
	Reference Scale

	
	
	
	
	+2
	+1
	0
	-1
	-2

	Local community
	4
	Local capacity building
	7
	Partnerships involving the local community
	PI1
	Information is available about the company or facility plans for involvement with local community.
	3 to 6
	3, 4 AND 5 OR 6
	2 AND 3
	1
	-

	
	
	
	
	
	PI2
	There is evidence that dialogue exists between the company or facility and the local community.
	
	
	
	
	

	
	
	
	
	
	PI3
	Some activity is already implemented or being implemented at that moment.
	
	
	
	
	

	
	
	
	
	
	PI4
	Regularity has been established for the dialogue between the company or facility and the local community.
	
	
	
	
	

	
	
	
	
	
	PI5
	The company or facility is involved in the promotion of local small businesses or entrepreneurship.
	
	
	
	
	

	
	
	
	
	
	PI6
	There is evidence that the partnerships and projects implemented are solid and long lasting.
	
	
	
	
	

	
	5
	Local employment
	8
	% of workforce hired locally
	PI1
	≥95% and the company has publicly committed to grow local employment or at least keep the workforce stable in the long term.
	1
	2
	3
	4
	5

	
	
	
	
	
	PI2
	95-80% and the company actively contributes to skill development in connection to its future needs for staffing.
	
	
	
	
	

	
	
	
	
	
	PI3
	95-80% and no strategy for improvement is in place.
	
	
	
	
	

	
	
	
	
	
	PI4
	50-79,9%.
	
	
	
	
	

	
	
	
	
	
	PI5
	<50% OR no data available.
	
	
	
	
	

	
	
	
	9
	% spending on locally based suppliers
	PI1
	≥75%, and the company or facility has a policy prioritising buying goods and services from local suppliers.
	1
	2
	3
	4
	5

	
	
	
	
	
	PI2
	≥75% and no strategy for improvement is in place.
	
	
	
	
	

	
	
	
	
	
	PI3
	50-75% and a strategy for improvement is in place.
	
	
	
	
	

	
	
	
	
	
	PI4
	<50% and a strategy for improvement is in place.
	
	
	
	
	

	
	
	
	
	
	PI5
	<50% and no strategy or action exists for improvement OR no data available.
	
	
	
	
	

	
	6
	Well being
	10
	Residents’ perception of tourism impacts
	PI1
	The company or facility has a commitment to place a system to monitor the resident’s perception.
	2 to 4
	2 AND 3
	2
	1
	-

	
	
	
	
	
	PI2
	The company or facility already has a system to monitor the resident’s perception on tourism.
	
	
	
	
	

	
	
	
	
	
	PI3
	The company or facility is committed to take action with the conclusions extracted from the monitoring system of residents’ perception on tourism.
	
	
	
	
	

	
	
	
	
	
	PI4
	A reduction of the residents complains due to the actions taken for improvement is visible.
	
	
	
	
	





Table S2 Cont.
	Stakeholder Group
	Social Topic
	Indicator
	Performance Indicator
	Reference Scale

	
	
	
	
	+2
	+1
	0
	-1
	-2

	Local community
	7
	Tourism
	11
	The service favours local tourism/residents
	PI1
	The company or facility has a strategy to integrate in its tourism products, tourism attractions for local residents.  
	2 to 6
	2, 4 AND 5
	2 OR 4 OR 5
	1
	-

	
	
	
	
	
	PI2
	The company or facility has implemented projects to integrate in its tourism products, attractions for local residents.  
	
	
	
	
	

	
	
	
	
	
	PI3
	There is evidence that those activities are maintained over the time and that are not punctual.
	
	
	
	
	

	
	
	
	
	
	PI4
	The company or facility facilitates the access of local tourists to tourist places and activities.
	
	
	
	
	

	
	
	
	
	
	PI5
	The company or facility can use the local language in tourist activities and places.
	
	
	
	
	

	
	
	
	
	
	PI6
	The company or facility promotes local tourism and communicates the offers for local tourists.
	
	
	
	
	

	Value Chain
	8
	Integration of sustainability on supply chain
	12
	Environmental/social criteria for supplier selection
	PI1
	The selection criteria for suppliers is being elaborate.
	2 to 6
	2 to 4
	2
	1
	-

	
	
	
	
	
	PI2
	The company or facility has a selection criterion for suppliers based on its environmental/social performance.
	
	
	
	
	

	
	
	
	
	
	PI3
	The selection criteria is continuously being monitored.
	
	
	
	
	

	
	
	
	
	
	PI4
	The company or facility has the criteria for selecting suppliers set out in a document. The information about the supplier’s performance is well documented.
	
	
	
	
	

	
	
	
	
	
	PI5
	The company or facility is proactive in the way that provides help to improve the environmental and social performance of the supply chain.
	
	
	
	
	

	
	
	
	
	
	PI6
	The company or facility takes into account, in a positive way, the suppliers having sustainability reports and/or certifications evaluating the sustainability performance.
	
	
	
	
	

	
	9
	Supplier relationships
	13
	Payments on time to suppliers
	PI1
	The company or facility is in compliance with the law regarding payments to suppliers.
	1, 3 AND 4
	1 AND 3
	1
	2
	-

	
	
	
	
	
	PI2
	In a case of non-compliance with supplier payments laws, the company or facility has developed a corrective action plan with a clear timeline for completion.
	
	
	
	
	

	
	
	
	
	
	PI3
	The company or facility is in compliance with the agreements made with suppliers regarding payments.
	
	
	
	
	

	
	
	
	
	
	PI4
	The company or facility has a payment management system implemented.
	
	
	
	
	

	Tourists
	10
	Quality of the service
	14
	Accessibility to people with disabilities
	PI1
	There are plans to improve the performance in terms of accessibility to people with disability.
	2 to 5
	1, 3 AND 5
	3
	1
	-

	
	
	
	
	
	PI2
	Most of the products are accessible to people with disability.
	
	
	
	
	

	
	
	
	
	
	PI3
	The minimum adaptations required by law are met.
	
	
	
	
	

	
	
	
	
	
	PI4
	A robust plan has been implemented in terms of accessibility to people with disability.
	
	
	
	
	

	
	
	
	
	
	PI5
	The company or facility offers alternatives to those activities that cannot be adapted.
	
	
	
	
	



Table S2 Cont.
	Stakeholder Group
	Social Topic
	Indicator
	Performance Indicator
	Reference Scale

	
	
	
	
	+2
	+1
	0
	-1
	-2

	Tourists
	11
	Health & Safety
	15
	Risk management plan
	PI1
	The company or facility has plans for the implementation of the risk management plan.
	2 to 4
	2 AND 3
	2
	1
	-

	
	
	
	
	
	PI2
	The company or facility has a risk management plan.
	
	
	
	
	

	
	
	
	
	
	PI3
	The risk management plan is periodically reviewed.
	
	
	
	
	

	
	
	
	
	
	PI4
	Results of plans and/or projects implemented for the improvement of the risk management performance are traced and get better as time goes on.
	
	
	
	
	

	
	12
	Feedback mechanism
	16
	Presence of a mechanism for customers to provide feedback
	PI1
	The company or facility has plans to have a feedback mechanism soon.
	2, 4 AND 5
	2 AND 3
	2
	1
	-

	
	
	
	
	
	PI2
	The company or facility has a feedback mechanism for customers.
	
	
	
	
	

	
	
	
	
	
	PI3
	The company or facility has plans for improvement based on the information gathered through the feedback mechanism.
	
	
	
	
	

	
	
	
	
	
	PI4
	The company or facility has implemented the plans.
	
	
	
	
	

	
	
	
	
	
	PI5
	Results of plans and/or projects implemented for the improvement of the customers perception are traced and get better as time goes on.
	
	
	
	
	



