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1. HHY

R H EEAE M HEN BB BIEA Z S B0 R e a B IFRE R K
RME s BERZEIIR - —REETT - B AR U RE - EREER
o S BIIEA 2 i S e e B 4 TR S TR A S S R T
FRAZ B ARy 2 ERE REOK > AT AR > DUERE e i A8 2%
AE > [FEIRFES T ERLCR -

2. 2

AR H B TR FH R E S A 8 - SRR IS Z2 2 i s & (International
Air Transport Association » f&fE IATA) &£~ Training & Development Institute

W > 2LGReSIRHES ~ EIRITRR - SRR TR - BRAT R SHIS BT

2.1 ISR

IATA S8 M4BTI E R A I NE R Z ISR BT - FRF 2 i iR R
AR RN - A4y 360 E A - BT S - SRS Nk > H 2
BB ATENEEE - gttt FREERE LSRR - R TSN A RSSO Z
Hh o TGRS AR AT > 2RI (5 S A A T A

B P& f Ze 2d Ea e (International Air Transport Association » fifE IATA) &1
[ FE MY ERATAH A > AR AL MR HISERF B « RIBG B 22 AT T AR Al HY
PREATAHSAHEE - EFEGR—EEEE AN (2N E]) HEHY IR R HE - &
BUE RAE S HIR AR E - i@ S R -

RER I H BT ZE A SIS B 2 A i & U & AERI Bt Ze A B =
AR P EHE - RS TR SR - BRATF MRS A SRR A
fize A = R 2 A R i & I R

IATA 4EEE A AR K EEBERY—BR 25 fgi e ming 2 R o B ICAO 48 E e —



R > GRS R PSR RIS 6 FI5E 11 Jgig - I Zallek o LRE I 11
18 2 RS AR I - o MR A BN KRB R 49F 8 K&
HEEHURE - 23 IHARA FEE eSS R, - BEMELIFE G 350-400 ST
A TR RS ERAE

2.2 {EIRITRE#
1. 995 H29H AR RAMIZEBRO36YLEE - tHEIbH % - IR S Mm%
SIS KA Z2 434D - A 9945 H 30 H IR ZE I s= RS 2145
2. 9945 FJ31H 9946 H 4 H it 52 BBtz il i &)l o b T T i
ZENEERZ SIS SRAE -
3. 9946 F5HfEANNZE AN ZZ400DEHE - RS E LS - LMtk
S E R ARATZEBRO3SHEK - W7 9996 H7 HARMEIL -

2.3 BRIZZHH

TRFENE AL S 16 §iER - 6 it - SRMERERIEEITHES - SREERA
ok

FLIXR

Session 1 Course Introduction & Ice Breaking with Participants

Session 2 Aviation Organization, Regulatory Agencies and Management
Systems

Session 3 Introduction of Internal Audit

Session 4 Common Audit Terminology

Session 5 Audit Process & Program

Session 6 Human Factors

F2KR

Session 7 Auditors Training

Session 8 Auditors Qualities

Session 9 Auditors Responsibilities and Activities
Exercise 1 (Audit importance to organization)

F3KR

Exercise 2 (Auditor Communication Role Play)
Session 10 Initiation & Preparation

Session 11 Documentation Review

Session 12 Audit Performance and Evidence Gathering
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Exercise 3 (Audit Plan)
Exercise 4 (Audit Agenda)

FAR

Session 13 Analysis of Findings

Session 14 Audit Reporting and Follow up
Session 15 IOSA Awareness and Audit Program
Exercise 5 (Audit Situation 1)

Exercise 6 (Audit Situation 2)

FES5K
Session 16 Overall Summaries

Course Evaluation
Examination & Review

2.4 GHAT RS2 E T4

sl T4

Vesna Petrak 224172 2004 325 — EIEEBIIEHT 2 i @ (PR 2 2 B
(1ATA Operational Safety Audit, IOSA) Zf&f% & » A 2006 F-F1 2008 [

£ 10SA Z £ 6% A (Lead Auditor) - #i[EF 2 —Z B AENEEF A -
HIT7Y 10SA 5056 2 HEREE RAEAZFPAERE A - i H B e s Z fER A

i B VATA BEBIE A RERE Z S8R -

B4

4B
&3

SR B A ANARANER » — 2k EEARLE - — K EBHmtbes ~ — kKA IE
BE ~ — R E BT B LA > AR R TR E RATEH
RSN —KE IATA ~ HAUEREMZEAF] -

3. REAE

3.1 FFREMTAHE - RATEERE AR 484
3.1.1 RRAIsHE M4 #
ERPE EefH 4% (3237 ¢ International Civil Aviation Organization » f&H7#
ICAO) El Bl ™ H =B B IS BUPR AT E A AR - R E 1
S S22 ST AR FIRI T 5 PRI S BRI 22 Sy 2 e LU PR ZE



2SR PRI » IS AT A G S I e 5 R 2 e L A

FrArgeRs » LR S RIS — B0 - BIME R AT G E N 2 T

SFEHIG 5 LA B B A S AT TR

oF o

3.1.2 RFVE ERIRE AR M #

EFBFFNZE48E (FAA, Federal Aviation Administration ) &3 [E]7&E 3150

TEEE RS A  AHEEFTHE AR ST EA (FAR,

Federal Aviation Regulations) -

BOMBEEATZ2Z (Joint Aviation Authorities ) BUMNI S HT2EE FBIONHY

iz e B > AHRATIE AR Rt S22/ (JAR, Joint Aviation

Regulations) - 2 {&E B IREER SO 2= 20 42 /5) (EASA, European

Aviation Safety Agency ) - BAS= IR ZE S8 [E] Ryt 5T L F BRI 5

NI -

[ 3-1 S B & B PR ERATAH A5 25 Bt & o il e AH B Y SERE R el
(SARPs) & » &5 H1 5= B T2 4R E SRBIOMMZE 27 2 [l Rl A 2e

AR R IR > SR SR RefffizE K - MHERAM & Z HilE BigaT

JFEAFHG R AR -

STRUCTURE " _1cA0 T
OF AVIATION __— Standards &RecommendeiPractices

LAWS =g FFHF

-
A
S

>

FEDERAL _ EUROPEAN
Regulations & Directives

Implementation into National Air Law

National Air Law

Company policy & Procedures

B 3-1 RfUERZE
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3.1.3 EH 24 #

1.

2.

ISO 9000 & & B £ 478
IATAFTHEE) 2 |OSAZEES K H AiTHEEh < BRFS AT 2 i i & B AR 4
4557 (1ATA Safety Audit for Ground Operations, DL T EEISAGO ) &7
5 ISAGOFEY » £ (525 {4ISO 9000 EEH L4 Fr & » 1SO 9000
o B B A PUTRAZ O A
1SO 9000 : & K freh
ISO 9001 : AnEfras BRI H - DURAHEE /IR 45 REE T S P 1
FORZA(E0 e
ISO 9004 : E/EFRIEE4H % - (HARAE B wE LA A
FeEHA 2
ISO 10011 : FEf% /B EH A A faE 40 %L -
it 1SO 9002z 1SO 9003 FH [ A 75174 20004 Eff A ISO 9001 -
ZaEHE 248 (Safety Management System )
AL EF LY |IATAFTRZHHVEIEL MR - HEBLHCAO
Doc.98592% 4 & H8 il 5] 2 L2 B FA A -
a. Z%fEE (Accountability )
b. ZZ&E5E (Safety Policy )
c. X {#{E (Documentation )
d. EEHER K571 (Hazard Identification & Analysis)
e. fEFEEHE (Hazard Tracking )
f. Ze—EfEEG (Safety-Risk Profile )
g. E#EEH (Change Management )
h. &% KEHE (Audit & Evaluation )
i. ZteEHl (Safety Measurement )

j. 4R HERE (Training & Promotion)



k. B2z EsE:tE (Emergency Response Plan)

o' BB B S A B B T RGN SR AR E B AR E
ZHHIBR > =R DR EHEIREN A E] - g e LS E B A4
HYSTRERES » 1% RIS AR E T A4 PR e e -

3.2 NEERZS r4a#
3.2.1 FERXIIH
—REEER » FERZ AT o3 R AN =RESEA
a. F—HfER (First-Party Audits) * BNEIER (BR28E) - Bl
SRR B SRS A B P T Z N AR » E BT RS A E A S
B R THIROR -
b. 55— FTER (Second-Party Audits) * &% F TSR (T4 ERERE)
AR BB s (ERARARETBLIERS ) T S E HIfE A%
R -
. HFE=FFER (Third-Party Audits) * EBIILAE JIHRE (TT3ERERE
HE) o AR MYETI B EE A (R RRTREISEEBTER ) B
GRFTEA T 2 A8
3.2.2 NEERZZ BT BN E B i 2 R 78 % P Bl 2 Il R 2 2 e fr

Bl IR IR AR AR - DR BRI HIRESLL
FHEA ST R AE Ry 8 IR B PZE IR 2 (s -

3.3 —fFEXMIEE#
1. FEfzatE (AuditPlan) © SRERZAYERE K B 5 URT R E] - A58
ZER 2R et R S B R LIFNBRVSEGatE -
2. FEfZAHE (Audit Criteria) : BIEEAEBGERMEOK -
3. FEI%EE1E (Audit Evidence) : (EfMEHEAZ{RIZABIHIAC % S ] EagHY
B o
4. FEZEEA (Audit Findings) - FEf%2 B EHEE IR BIREEE IR ARG SR -

114

.
o
4
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5. RFF (Non compliance & Non conformity ) @ FE2{E5E AR H (#
REEAR G POEEE - L EFRSRAAT ¢

a. Non compliance : —{EZE{: ~ FRFEARFEATTE (meet) EHAYEK
SRR > DI R E -

b. Non conformity : NFFETAMEOKEATAE » DUAR BOREERAE Rt
AETTHBARRERT - WIATARETIOSARIEERT » F9AEIIIOSA
Standards Manual, 2nd Edition (July 2009)3{ THHEE &% » &ML EX
5 (Audit Finding ) e BLEH # N FHATHERE - A ERNon conformity{E £y
FEATFERHIENEE -

HAMFEAHRA BN R E RS 4

3.4 TEIZIERE Rt
AR 2 HAVAES 48— (B SR AFE G T S TR P I ARG A SRR T
1. FEtxatEAVEHE RIS
B —EfEZETE—E R e R R JRE) - BEEEEATEAERT]
SCRAERZETEHIEIT -
2. fEizETEREEIL (PLAN)
a. [EEHEEIRE T > BRWTEEEYESZAEE L HY > 1T
AP By R B Y A - EAEIX SR R S I K
I - FHRATERZBIRE B IVERIE ~ RV e R A AR FE LAY 45 SRR
AFAIE & -
b. FEZZIEfr - ME ~ Kef2 - FEREBRIEE - IR TIEZET ~
= T RIS ERS G TE T
3. fEZETEAYET (DO)
a. SIAEEEIRSIEGIEILE M FE A TR R BN -
b. —ESEREZEFUWVRARIESEREEGH - EER - MTEX



KA SRR HERT -
c. "EFEIl (Practical techniques) , k& " ABNZE | G BERE
BRI R R
4. FEMETEMETE (CHECK)
ENZ AR NN ARG R A TR O 5 AH A I R B e i L
1E » e MR E T R IE S E FARRIB S THE N (4R) [ENE
HEE FRAE -
5. fEZEIENNE (ACT)
eIzt — (BRI S - [FNF A BT SHSE I F 7 & TR
TR IERESCE AP FEE AT (independently ) H &

(objectively ) #E{TIERZ LAF > LUERIEZE -

35 ARKZEH
& TARANEE ST — TR L R SR - VR B S A SR EIHF B R s — B A
f%%4¢ (Human-Machine System) » [ia¥{d o3 It 280V AT SESE ~ BRIFEES S
FTEs R ERIRE S - EHIAE I AR A A48 R 228 (7 » (58 A AR ~ 18 -
JZJE ~ 17807 ~ Mk ~ R - BRI AR LRI RO TERIEE )T IR E A
AR » b R B B S RE B R D 4R0A8 Iy A R - R ARIEE € (Human
Factors Society ) FT#&AVEF Ry ¢ T N RERZE AT A ATA IY 2408 BLZE fmfy 1
i~ 3eat -~ B - EREREE SRR - DRSS AR - RN ER A
N7 Ry Bl 3 AR BLRG »
TE N BN N RRZEER Z SEHI R AE TR T
1. FEABWVAT R N B RZERRSTHERAL - MRS & R A A HTER A
Y RTRE M e — R S8 AR HUSEERA T R SRR R H 5
2. TEANBIERREIIEH - SHEKEA IR &2 8dE i & 12
F& > BUPTERTTHY— SR S F2EI 7 0 Rk



3. T ANBHIN AN RBNERNEEA > FOE—DHVER > nieft—a %k
BEF BB R 50 -

3.6 FEZ A Billl%r#
{EhtTEZ S AR AT BE A I DU R L Bk T R RS IZ B » AHEER IR
(SRR

1 FE5) TR ARSI ERIAH BRI 4R -

2. E{TEEAE (evaluating) ~ fxéfAsE (examining) -~ 2 (questioning) -

#Hegr (reporting) {ESEHMHBASMT

3. EHFEZERRIETT - BIFEAHEE] - HA - - 5
FEtZ BHVRE T T 48 S I e B M P 132 1Y T A AR TBs » Al 6k e 4978
ZE1% - FESH ARSI BRTPE DUAH R & IS IX B - (& s e Rr g n sl

SEAERAIEFEX A BIVRE S » TE B 2 B e st BEmfedNER 3-2 -

Stage 1 - Initial qualification
A

g

Education

o *‘*"f” T oy
Training e Knowledge P e —— %Al
3+ -Demonstration A

Competent

" v ——

Experience.-—-""'" and skills
Personal attributes

auditor

Stage 2 -~ Audit team selection Stage 3 - Maintenance & improvement
A

Y

= 9

T &= H

‘Pooi of Selection Competent
competent audit team
auditors

@ 3-2 1% B 2 E Rk EETE

3.7 FEfZEHILEH
3.7.1 e ENBITIER LAER > LUN 2B TS & © #
1 fEfett AT > FEFAERE - N AR —{EER i RETH FREUL

9



7.

IE[ °

[EIRENE LUS R R B T AR

TErZBatERT > AMSTHE R BRI -

sah ek 1S HUA%E -

FEERRAE AR o TSR e R

AR BFEZ N B EEE IR R TR - MEHA(E A B AR AR
gt -

AT &S

3.7.2 FE BB TSR LAER > LU ZIeMEITENILIS & © #

1.

2.

3.

4.

FEIXIE > Fex B EBEB ARG > A ERMEERE -
IAFERIERINR] - $E N B LR ESEn R ET RAA -
BRIz N\ B PRt 2 EEE A R B i RS % B P bR i R A T

f Al

FEI% 2 AT ER BRI B e R A T

il

3.7.3 FE BB TIER LAER > LU ZEEERTTRENILIS & © #

1.

2.

3.

— BRI - i B EHIEE % -

{EPEE BN —H Sy (RSB S P RISy -

TEREIZ B - e BEVEA S EE M ET - B FRZETE

i EEEAERA RN o T LB R A RS L B RS -

I ERERI I T A — SRR N A ik HO70ER
&% (Clarifying) ~ fEZ2 (Confirming) ~ #%¥%f (Checking) - [=]
& (Responding) ~ SH1IAI7RZEZ (Acknowledging answer) -~ 4845
(Summarizing) ; i FALEFEANSTEIER - BROTEHEZA
BR[O BIR R R EF i - IR eI RIS B AR R A B EEBE T - [

e 17 B RE 5 Lo RS

10



3.7.4 JELIGE LA m 7 =(#
1. GRS AT EE o] AR HAE % B B a6 N 2 BLER KRR -
2. BRSERIERIRE BB SRS B -
3. ENIMEES T AR RIS BNV Y -
4. ESECHEIHEIEIENE - FTRERE LR Z L -

3.8 FEXAHVE(EEILEN#
REEFE N BFTHE R AR ~ BE ROSEh > 220 R -

3.8.1 FEIZ BRI E LI N2 © #
1. JERGIEIERITRK -
2. JERRERFRKIETEE AR S OHE AN B T JEm R -
3. HARCRAVMBIT TS E ZHEs -
4. FEEFECITERBIE PRSI -
5 HEEFEZAVEER o
6. MBS E M HNERERRERITRIEE AR -
7. JEZE IR PR EATE AT BRIy S IH S
8. IRIBMNEASLH: -
9. REMHEHMFEXEMUNEER -
10 TeBhAl SR RS A -

3.8.2 LEFEX AHEEAELI T 2IH © #
1. HREMEEREATENEE -
2. EEFEMEPREEAEHIREIMEERIN - F R ARSI
SEHVEERIE AR FIERIRETT -
3. ZBUERZ/INHE SRVBETAF -
4. HEZETE
5 BEESTEMIGERAINR - EREERGHRES - 5 IEAENR

11



& o

3.8.3 E{LAEZERTENEIELLTSIH - 4
1. STRIA AL AL RS RSN TS HIERA (critical
nonconformities ) -
2. WEEAMEE AR T A A FIHIRHBE -
3. FEREERARMERR HOEEH - MEE R RS AE R E -
4. ZHHTRE ~ (F1E - ZEHEETE - %5
5. ZHHEHE -
6. ZLPRHEIEREERGHE -

7. EEEITHRE S A E 25 IH TRy 28 -

3.8.4 ERZEMTEIEIFELLU NS © #

1. FECRFHERSIZEENA -
2. JESEE AR AT -

.
3. MFEREH A e T e S IRE i - DASCRF AT B &5
TE1% S HHRRE Ry leaE F B fEQR -

e

3.8.5 TEIZ ERVENLIEEITELL N 2IH © #
1. FEFAEAR R SIS U R EFEXAT A I -
2. WRAERZEEIAHR A B RISHEL - FEZ S EL H SRS B RIS
PERAIAIEE
3.9 TEfZIEE — #I46 BB IR B
ferzEtE T ERE MY EETIEHEE - ARESTrtsEl » 2P5E: - RlCan s e S ez
ZABRH LAEHETRRA -
1. taldE CEswfExaHEE )
2. EfFPEE: (EIIEREGTE ~ e REE ~ IS EIRHEE SIS AR
F SR TAE)

12



3. STHFER (RS PRI )

4. EHER R (RS B AN R A S )

5. STTRSEY (TR AT R

6. WLl

T ORI

3.9.1 FSMAHEAASEY » SRR EVERImI 2 FEE - HEAIAR: o A A
BARSRERFR AT A - #

BB R TS » I 33

& & ¥ H|H iy | &5 HA
B &% — | WEReE F BRI b SR e B AL

G e AEHE LY - A
BT AR T -
HNIFER — | HRMEHRERF | 5EHE— (e e RS

FOETTHVENTE | BETEASHEZRVEH

e -

[&7% 3-3 FERZAR K H ARy

L FEHE (AuditScope) © FTEBRERAIEE - CLIEHHEE EEN AT

Mo I BEADES) - R T R — (5 AR R

FESOTERINR - o] DAY — (5% (R P o S TR P

INASERGHATIEIR - 2RI SR T R SRR 0,
FPRERGEE TRFITR 2 RS SR -

2. FEMAHIS (Audit Criteria) © B  SEIEEREFEHE B ES Y

St > ARG Y BOREUR T » iEse T MR & R LA e
BHAE(F 2 BRI -

3.9.2 eIz IR E 2 TMF > BIEfEIXETE ~ MERTIE - EEBAEEE
MHBEFEIZ AR E SRR T AE - #

13



1. FEfzEtsE
a. fEEtE X EasE
a). MRERXERNL Z A4H Rt -
b). TEfZEHY ~ SRR AR -
c). HERZIEZEIFRR A -
d). FEERZES -
e). TEZIRERNK -
f). FERIFERRRIHNCE TS Z BiFTe80EE) - aiEHIH - & HH
I KA RV ] R AE RS BV > WER 3-4FTR -

Time Activities Auditee Area Auditor
0900 | Opening Meeting All Senior CEO Conference | Lead Auditor and
| Management team room Audit team
1000 members
1000 | Morning Tea Break All CEO Conference | Lead Auditor and
| room Audit team
1015 members
Document Control Document Control Publication Mr. Mark Dell
Review Manager Department
1015 Mr. Bookworm
|
1230 | outsourcing Control Purchasing Manager | Central Mr. Tom Roger
Review Mr. Buy It All Purchasing
Department
1230 | Lunch All Cafeteria Lead Auditor and
| Audit team
1330 members
1330 | Maintenance Crew Training Manager Engineering Mr. Mark Dell
| training records Review | Mr. Trainer Training Center
1500 Mr. Tom Roger
1500 | Closing meeting All Senior CEO Conference | Lead Auditor and
\ Management team room Audit team
1545 members

&7 3-4 FEix TR R AL AR Z A e R s ]

14




9)

. Ttz TR SRR H I -

b. AEHFEETERES R ¢

a).
b).

e T BN T LS X B I 2 1 Tk
FERERIAR Z R TE T A ORET I » DUERC & /R THHRE

s -

. RIS EIE SRS TIHEIRG SIS A -

d).

FofErz TAERT MR AR EOR - RS TAE SRR
TG -

2. FEZAeAsR (checklist) #[EFR 3-5A7/R -
a. BUEFEZIgEFR Z HIY

a).

b).

d).

RYTIERX LAEN - AR THMEERZ BNTER LR
R8T -

TRE R THECRTERZ AT 3 1] LI R SR 2 By T 2HET T » I 228
YRR G -

- teEFR A DI fAYR A MERITE X (ESE - I nThECRIEIZ 80

BNH TAFS LB SR -
T ] LAPR Bt — (R HL RIS s R sk B B R RAR DAL

Check No

Description YES| NO Remarks

STA1

Is there a plan/concept exist of the
training- and recurrent training for
the station-personnel?

STA?2

Is the station personnel regularly
scheduled for recurrent training?

STA3

Is there critical working-procedures
& instructions available for the
station personnel?

&% 3-5 tmAREEH
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H&&% -
b. MRERZEE - ERVOFEFGZEW RS > fRRHEITZ
B -
a). HECRIEREAVRERZ T -
b). {h—TEfilri 7 2l A fp B E B -
c). HIBIECIE - RIZIECHR S AvEE R -
C. fRERIEE - (HERIRRESZ ek > AIATRENTA MoIHk
Al -

a). teE A EEEE ARG - B AR R E SR
5

b). REEZZEFHZRER RN BNE N ZE S EE E 2R

FEIL TAE 2 HEAT
d. &R R - AR O SRR BT U AR - 1
TER LT =& E5A

a). tmERATSIEEE S T -

b). f<#EIPO (input-process-output) fifEfs={as s 2R
o AIETR 36 -

C). SERFEXLENL 2 X AH I HAHRARTRE -

FEEDBACK

SOURCE: WWWW.TEACH-ICT.COM

[El# 3-6 IPO (input-process-output) Jif2

16



e. MERMEAFEE © THIMET - FERIEIILAECE: |
a). BB BINAT KPS -
b). HEEKA BRIl HEE R, -
C). XHFHIATERAESTIRAE -
d). IREEEAEUERHE -
e). RV RIAIHES -
rLIE e | BUTEIZBRIGRT G i ia sk - MA@
HELIFR10-1573 iU - (B AR AR a2 B 0 A\ EE B A R Y
PR R - HE st EaiE L T &I
a. NE4d
b. AHRAMREHLE 2 A
c. WERFEXEIE - BV RIS
d. FESEA BN THE R o] A M
e. FHREFHIELTERIEZHE
f. MEREREIXHYJTIE Reirds (nonconformities) 4I{aHH
9. AL A\ BRI RS AT DA G AE L F T T
h. ZEHEAARZ 2L 2 FK
I MEEAS R G SRR B g AR
jo BEERT

B

3.10 FEREE) — U HIZPS B

S E AR TERZ B T S B RORIE S =T FE LAFIHE -
(AT —EFERX HNEHIER 7y A ME R T E IR R R R AZ PR IXIT . FERZ B )
JRAERERZ AR I BRI e B AHRA 125044 (control documents) #EfTEH% > #5H+E
PESL 2 Bh% - TERX A RE R HEE 2 B 240 KAR P HITE I FEAN T HES T - NG [E]
RS R R SRS AL e ] 2 A R R R

17



1. FEASAIERE -
a. mE M
b. AEIECE -
c. FEE(EERRFM -
d. {ERH24yE PRI TEL
e. FERE WRIR TIEmAE -
f. TLfFiE4 -
9. HIEEE -
h. 4EEREFPIIEE -
i AEfZfedR -
j. WERRTRIEE -

2. FERHNE > A N EFTR > i B2 B FHIHEE 2 IAR-OPS 1 (Joint
Aviation Requirement for the operation of commercial air transport) 1SO
9001 “EREFTH Y %8 R EHE 2 K -

3. FEHSUFINEZLL T LT SITEAE |

a. REEREAE T £ H SRR S AR SO B -
b. BAHEE IR TT75 - DAMECRFT A RSB
] -

QMM Quality Management Manual

1 &

/ SP s Nﬁandard Procedures
WPs u WPs J

&% 3-7 S{FFLRAIE

Working Procedures

WPs

18



C. MEEIRIT T H e AP A (LK -

4. ERSHFERAFFEG LT K

BT et & T AT RUE ARSI IR -

SLERATA SRR HE— P T LUREAR & 2k

c. RfEtzseRieftE mavEER -

d. Xt ER A RIZIE R —AFERZAE R - o] LUECRATA A LU#
T B TEZ R -

L

=

3.11 FERZEE) — FERZ LA Z BT RIS R B4

TR TAE 2 S TIaE BIRBUGHETHY 2 EEE) RS UmR St SRR T
T R PO it B R A SE S - BRGFEX (R F DU E SRS B S M S S AR
FHAEFEITHIA IR -

AP B eI B REAIRFE I AT (o I TR R e A R TS B T BT
FEIZ BAE RS B 2 TR B B A CRAE X IR h &R (A% BV R SRl
B2 REZ EHAR -

1. fei%aais (Auditevidence) : {AfEEFREE TIFEIIRMT ~ K - ok
sgk ~ MEACEREC TS HIREIZ AR I RIZRAE R b2 SR L
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3. MFEIMEZ#ITAIREIRISE: » HEETIEANELT ¢
a. WHERXELALIE e PrE R TIE Z T DA S dE -

b. FEfZ BB RIFE Xt B S e ERACEITIHRIFE L B -
C. WHARIE R EEETT -
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Welcome to the
Aviation Internal Auditor Course

IATA Training & Development Institute

‘a!
IATA

Aviation Internal Auditor
May 31st — June 04" | Montreal

7 Product Manager:
Victoria Romero
romerov@iata.org

7 Training Manager:
Ms. Natalia Horokhova

7 Course Facilitator(s):

Ms. Vesna Petrak

KNOWLEDGE - EXPERIENCE - NETWORKING - SKILLS - RESULTS
IATA Training & Development Institute 2
IATA IATA

IATA Training & Development Institute
The training “arm” of IATA

7 Vision
To be the leading provider of global aviation training and development programmes,
setting and maintaining industry standards worldwide

2 Mission

Develop and deliver a wide range of progressive training solutions that promote
leadership, commercial success and good governance in the aviation industry

Our Training Programmes

7 Full service training & professional development organisation providing over
400 Classroom courses in these areas:
2 Airlines
Airports
Civil Aviation
Human Performance
Security
Cargo
Travel & Tourism
Aviation Distance Learning

N N N N NN YN

IATA Training & Development Institute 3 IATA Training & Development Institute a
“' “'
IATA IATA

Facts & Figures

2 28 Diploma programs
(21 Classroom & 7 Distance Learning)

7 50 Employees worldwide

2 160 Instructors & consultants

IATA Training & Development Institute 5

Global outreach

8,422 classroom course participants trained in 2008

* YMQ . Gi\}/XVAi\Q/MOW §es
° MIA %:TAMM o DEL
* SIN
© |ATA Training Centres YINB
YrRegional Training Centres
IATA Training & Development Institute 6
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A selection of our industry partners

IATA

Course Logistics

ICAO ) FIATA
7 Course Timetable / Breaks / Lunch
1} United Nations FTAA - 2 Course Material & Blue Folder
' 2 Diploma in Advanced Airport Operations
— 2 Course Evaluation Form
Worldbank e AEFTESTRL
- 7 Class Picture
2 Reconfirmation of Travel arrangements
Civil Aviation PR,
e Authority Poland e Eurocontrol [N [porerotay vt
IATA Training & Development Institute 7 IATA Training & Development Institute 8
1ATA 1ATA

Useful Information

-

1
7;{) ‘ Smoking

Business Center — Internet,
Printers, Photocopier

1
Qﬁm ‘

Public Telephones — local

Food courts & Restaurants !
& long distance calls

Ordering IATA
Publications

|ATA Reception

Shopping & Banks &
Currency Exchange

Final Examination

2 Pass 70%
ZDistinction 90%
2 Graduation Ceremony

72 Certificates & Letters of Attendance

IATA Training & Development Institute 9 IATA Training & Development Institute 10
“' “'
IATA IATA

Airline Training Diplomas

7 Senior Diploma in Airline Management

7 Diploma in Safety Management for Airlines
2 Diploma in Airline Quality Management

2 Diploma in Airline Operations

IATA Training & Development Institute 1

Senior Diploma in Airline Management

7 Required courses:

Airline Business Foundations

Airline Management Integration: Air Mercury
Strategic Planning for Airline Industry Leaders

Air Cargo Management

Airline Commercial Challenges & Regulatory Issues

NN N NN

Complete 5 required courses within 3 years
http://www.iata.org/training/diploma_programme

IATA Training & Development Institute 12
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Diploma in Safety Management for Airlines

7 Required courses:

2 Safety Management Systems for Airlines

7 Advanced Safety Management Systems for Airlines

2 Airline Ground Operations Safety Audit

2 Train the Trainer CRM — Threat and Error Management

Complete 4 required courses within 3 years
http://www.iata.org/training/diploma_programme

IATA Training & Development Institute 13

‘a!

IATA

Diplomain Airline Operations

7 Required courses:

2 Station Ground Handling Management

2 Airline Emergency Planning and Response Management
7 Quality Management in Airline Operations

7 Flight Operations Management

Complete 4 required courses within 3 years
http://www.iata.org/training/diploma_programme

IATA Training & Development Institute 14

Diplomain Airline Quality Management

7 Required courses:

2 Quality Management in Airline Operations

7 Advanced Quality Management in Airline Operations
7 Airline Operations Document Systems & Quality

2 Aviation Internal Auditor

7 Advanced Aviation Internal Auditor

Complete 5 required courses within 3 years
http://www.iata.org/training/diploma_programme

IATA Training & Development Institute 15

Thank you.
Enjoy your course!
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Aviation Organization, Regulatory
Agencies and Management
Systems

SESSION 2

IATA Training & Development Institute

CNFCRICNCE * ML 6 = L

‘e!
IATA

Objective & Outline

Objective:

To introduce various Aviation Organization, Regulatory Agencies and Management Systems
7 International Civil Aviation Organization

Federal Aviation Administration (FAA)

Joint Aviation Authorities (JAA)

European Aviation Safety Agency (EASA)

1SO 9000 Quality Management Systems (QMS)

Quality Management System

2
2
2
2
2
7 Safety Management System

IATA Training & Development Institute 2

‘ef"
IATA

International Civil Aviation Organizations

7 Chicago Convention first meeting

ICAO

2 ICAO regulations and standards
regarding civil aviation

2 ICAO became a specialized agency
of the United Nations

S,

|
e

The ICAO Mission

7 Devoted to a safe and coordinated growth of international civil
aviation

2 Promote design and operation of civil aircraft, as well as
development of airways, airports and air traffic control facilities

IATA Training & Development Institute 3 IATA Training & Development Institute a
“' “'
IATA IATA

The ICAO Mission

7 Reserve the right of member States to operate international air
carriers

2 Prevent discrimination between member states

7 Promote air safety in international civil aviation.

IATA Training & Development Institute 5

National Procedure

7 After a Standard is adopted it is put into effect by each ICAO
Contracting States in its own territories

7 As aviation technology continues to develop rapidly, the Standards
are kept under constant review and are amended as necessary

IATA Training & Development Institute 6

33




‘Be!
IATA

The ICAO Major Aims

The establishment of International Standards,
Recommended Practices and Procedures:

7 licensing of personnel

7 rules of the air

7 aeronautical meteorology

2 aeronautical charts

2 units of measurement

IATA Training & Development Institute 7

‘e!
IATA

The ICAO Major Aims

operation of aircraft

nationality and registration marks
airworthiness, aeronautical telecommunications
air traffic services

search and rescue

aircraft accident investigation

N N N N NN

IATA Training & Development Institute 8

S,

50
I

The ICAO Major Aims

aerodromes

aeronautical information services
aircraft noise and engine emissions
security; and

the safe transport of dangerous goods.

N N N NN

S,

|
e

Aviation Regulatory Agencies

Federal Aviation Administration (FAA)

7 Aviation industry is highly regulated in United States
(Us).

7 This agency issues and enforces rules, regulations and
minimum standards related to aviation in US.

IATA Training & Development Institute 9 IATA Training & Development Institute 10
“' “'
IATA IATA

Aviation Regulatory Agencies

Federal Aviation Regulations (FAR)
72 Airworthiness codes of US issued by FAA

7 Maintenance, flight operation and technical rules of civil
aviation activities

7 50 separate titles.

IATA Training & Development Institute 1

Aviation Regulatory Agencies

Joint Aviation Authorities (JAA)

2 JAA's work started in 1970 (formerly known as the Joint
Airworthiness Authority

7 Representing the Civil Aviation Regulatory Authorities of
most European States

IATA Training & Development Institute 12
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Aviation Regulatory Agencies

Joint Aviation Authorities (JAA)

7 Development and implementation of common safety
regulatory standards & procedures

7 Achievement of high & consistent level of aviation safety
amongst JAA members

IATA Training & Development Institute 13

‘e!
IATA

Aviation Regulatory Agencies

Joint Aviation Regulations (JAR)
Development & adoption of Joint Aviation
Requirements (JAR's) in the field of:

2 Aircraft design & manufacture

2 Aircraft operations & maintenance

7 Licensing of aviation personnel

IATA Training & Development Institute 14

S,

|
e
|
e

Aviation Regulatory Agencies

Joint Aviation Regulations (JAR)

7 Implementation of JAR’s and related procedures in a
coordinated & uniform manner

7 Transition from JAA to EASA (European Aviation Safety
Agency)

7 Harmonization between FAR’s & JAR’s

S,

Aviation Regulatory Agencies

Joint Aviation Regulations (JAR)
JAR-OPS 1

the requirements which apply to the operation of airplanes for
commercial air transportation

7 Section 1 contains Requirements

2 Section 2 contains Acceptable Means of Compliance (AMCs)
and Interpretative & Explanatory Material (IEMs)

IATA Training & Development Institute 15 IATA Training & Development Institute 16
“' “'
IATA IATA

Aviation Regulatory Agencies

JAR-OPS 1
A.  Applicability K. Instruments and Equipment
B. General o M. Airplane Maintenance
C. Operator Certification and N. Flight Crew
Supervision. O. Cabin Crew

D. Operational Procedures :
E. Al Weather Operations P. Manuals, Logs and Records

. P Q. Flight Duty Times and Rest
F. Performance Requirements.
J. Mass and Balance R. Transport of Dangerous Goods by

air
S. Security
IATA Training & Development Institute 17

Aviation Regulatory Agencies

European Aviation Safety Agency (EASA)

7 establish and maintain a high uniform level of aviation
safety in Europe,

7 ensure a high uniform level of environmental protection,
72 promote cost efficiency in the regulatory process,

IATA Training & Development Institute 18
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Aviation Regulatory Agencies

European Aviation Safety Agency (EASA)
7 assist Member States in fulfilling their ICAO obligations

2 promote Community views through co-operation with
third countries and international organizations.

2 transition from JAA to EASA

‘e!
IATA

Aviation Regulatory Agencies

European Aviation Safety Agency (EASA)
Regulatory Framework: Basic Regulation

7 Regulation (EC) 1592/2002 of 15 July 2002

7 Annex | : Essential Requirements for Airworthiness

IATA Training & Development Institute 19 IATA Training & Development Institute 20
IATA IATA

STRUCTURE
OF AVIATION
LAWS

FEDERAL . . EUROPEAN
Regulations & Directives

‘ Implementation into National Air Law ‘
1

‘ National Air Law ‘
1 [1

Company policy & Procedures

IATA Training & Development Institute 21

STRUCTURE OF AVIATION LAWS

International laws / regulations

Regional laws / regulations
National Air laws

States Air laws

Company policy
- Procedures -

NAA

FAR/EASA [ JAA

IATA Training & Development Institute 2

Management Systems

1ISO 9000 Quality Management Systems(QMS) Standards

2 The International Organization for Standardization (ISO) standards
bodies with 100 member countries.

7 ltis established to promote the development of standardization
and related activities worldwide.

IATA Training & Development Institute 2

Management Systems

ISO 9000 Quality Management Systems(QMS)
Standards

7 In 1987, 1ISO9000 was released and was updated in 1994 and
again updated in 2000.

2 1S09000 provides standards on quality management that
include quality assurance of a product or service and to
enhance customer satisfaction.

IATA Training & Development Institute 24
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Management Systems

1ISO 9000 Quality Management Systems (QMS) Standards

‘e!
IATA

ISO 9000: 2000 QMS Family Standards

Four Primary Standards:

Principles: 7 1SO 9001  Quality Management System (QMS)
7 Customer Focus (Requirements)
7 Leadership 7 1SO 9004  Quality Management System (Guidance fo
7 Involvement of People
Performance Improvement)
2 Process Approach )
7 System Approach to Management 7 1SO 9000  Quality Management System
A Continual Improvement (Fundamentals and Vocabulary)
7 Factual Approach to Decision Making (internal audit function) 2 1SO 19011 Guidelines for Auditing Management
2 Mutually Beneficial Supplier Relationship. Systems
IATA Training & Development Institute 25 IATA Training & Development Institute 26
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SCOPE OF ISO 9001 QMS STANDARD

ISO 9001 is not a product standard but a QMS standard.
The scope statement in ISO 9001 states:

a) consistently provide a product or service that meets customers and
applicable regulatory requirements,

b

including processes for continual improvement of the system and the
assurance of conformity to customers and applicable regulatory
requirements.

QUALITY MANAGEMENT SYSTEM(QMS)

7 The objective of QMS activity is to proactively
identify weakness in the management system,
corporate documentation, operational processes,
procedures, and employee training to support the
continuous improvement programme.

IATA Training & Development Institute 27 IATA Training & Development Institute 28
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QUALITY MANAGEMENT SYSTEM(QMS)
The Deming Cycle

IATA Training & Development Institute 29

Quality Management System Requirements

JAR - OPS 1.035, An operator shall establish:

7 A Quality System and designate a quality manager to
monitor compliance to ensure safe operational practices
and airworthy aircraft.

7 The Quality System must include a Quality Assurance
program.

IATA Training & Development Institute 30
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Quality Management System Requirements

The introduction of a Quality System must contain the following:
2 Audit annual plan
2 Audits

‘e!
IATA

Quality System

o wors

7 Divergence reporting system Internal Audits External Audits
7 Revision system
2 Improvement system
2 Administrative procedures
[ Scheduled Audits } ‘ Subcontractor Audits }
IATA Training & Development Institute 31 IATA Training & Development Institute 32
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Quality System Requirements

2 The Quality System should be structured according to the size and
complexity of the operation to be monitored

2 The quality system should include a feedback system to ensure that
corrective actions are both identified and promptly addressed.

2 The feedback system should also specify who is required to rectify
non-compliance in each particular case.

IATA Training & Development Institute 33

Quality Assurance Programme

2 All operations and maintenance are conducted in accordance with
all applicable requirements, standards and operational procedures.

2 Quality Assurance = Active risk management

7 Feedback system to ensure that corrective actions are :
7 identified and
2 carried out in a timely manner

IATA Training & Development Institute 34
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Safety Management Systems

2 Safety Management is defined as the systematic
management of the risks associated with flight
operations, related ground operations and aircraft
engineering or maintenance activities to achieve high
levels of safety performance.

IATA Training & Development Institute 35

Safety Management Systems (SMS)

2 “ Safety Management Systems” is an explicit
element of the corporate management
responsibility which sets out a company’s safety
policy and defines how it intends to manage
safety as an integral part of its overall business.

IATA Training & Development Institute 36
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Safety Management Systems

7 SMS including Flight Operations, engineering &
Maintenance, Ground Handling and all other
departments whose activities contribute to the
operator’s safety performance will have their own
processes and procedures under the umbrella of
the corporate SMS.
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Safety Management Systems (SMS)

SMS components are:
2 Accountability
2 Safety Policy
7 Documentation
2
2

Safety-Risk Profile

Change Management
Audit & Evaluation

Safety Measurement
Training & Promotion
Emergency Response Plan

Hazard Identification & Analysis
Hazard Tracking

N N NN NY
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Session Summary

2 ICAO is a dedicated aviation agency of the UN that is devoted to
promote air safety in the international civil aviation.

7 FAA uses FARs govern the total flight, maintenance and technical
rules of civil aviation activities in United States and its territories.

2 JAA uses JARs continue in the implementation of common safety
regulatory standards &procedures amongst JAA members.

7 EASA is committed to establish and maintain a high level of aviation
safety in Europe.

IATA Training & Development Institute 39

Session Summary

72 Structure of aviation laws diagrams highlight the hierarchy of
aviation laws.

7 1SO 9000 QMS provides standards on quality management
that include quality assurance of a product or service.

7 QMS objective is to proactively identify weaknesses in all the
elements of an organization’s management system

7 SMS is the corporate management responsibility which sets
out policies and procedures in managing safety of the
operational activities.

IATA Training & Development Institute 40
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Objective & Outline

Objective:
To understand what is Internal Audit and the purpose or role it plays in
an organization.

7 Internal Audit definition

7 Important of Audit

2 Operational Management and Control

7 Internal Control

2 Types of Audit

IATA Training & Development Institute 2
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Internal Audit
What is an internal audit?
7 Itis a process of systematically and objectively

determining whether an organization’s financial or
operational goals are being met.
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Internal Audit

An audit is a systematic and independent comparison of
the way in which an operation is being conducted against
the way in which the published operational procedures say
it should be conducted.

IATA Training & Development Institute a

IATA Training & Development Institute 3
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Internal Audit

An audit must be a formal and planned function which has
to be carried out by trained auditor and must adhere to
auditing requirements.

IATA Training & Development Institute 5

Internal Audit

The senior management team is responsible and
accountable to the organization’s stakeholders for
ensuring that all the organizational management and
control systems, processes or procedures accomplish the
organization’s objectives and goals.

IATA Training & Development Institute 6
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Why are Audits Important?

Management uses results of audits to make decisions
about what aspects of the organization’s operation need
attention and to improve effectiveness throughout the
organization.

IATA Training & Development Institute 7
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Audits Important

7 Audit has been recognized to be a valuable
management tool for determining the effectiveness of an
organization and it's performance.

7 Civil Aviation regulations require internal audits to be
carried out to ensure compliance with applicable
regulatory requirements.

IATA Training & Development Institute 8

Audit Purpose

To determine the conformity or non-conformity of an
organization’s management and control systems with
specified requirements or standards.

IATA Training & Development Institute 9

Internal Control Systems

2 Planning
2 Organizing
2 Directing
2 Controlling

2 The first three functions produce the “building blocks”

2 Controlling function provides assurance that the organization
achieves its objectives.

IATA Training & Development Institute 10
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Controlling function

A process that involves staff acting in a cost-effective and
efficient manner to:

7 Reduce the organization’s exposures to loss or failures.

7 Report all operating information accurately, reliably and timely.

2 Conform to all organization’s policies, plans, and specified
requirements or standards.

IATA Training & Development Institute 1
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Types of Audit

First Party Audit (Internal Audit)

7 Audit carried out by the organization on their own systems.

Second Party Audit (External Audit)

2 Audit carried out by the organization on their suppliers, contractors or
service providers.

Third Party Audit (Certification Audit)

2 Audits performed by an independent body, usually for certification
purposes.

IATA Training & Development Institute 12
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Common Audit Terminology

Session 4
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Objective & Outline

Objective:

To explain the common Audit Terminology used in audit
7 Common Audit Terminology 1
2 Common Audit Terminology 2
2 Common Audit Terminology 3

IATA Training & Development Institute 2
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Common Audit Terminology 1

2 Audit : the structured and objective assessment used to
determine the level of conformity against certain
standards.

7 Auditor :a person who has been authorized to perform
audits.

7 Auditee : the management unit of an organization
which is to be audited.

IATA Training & Development Institute 3
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Common Audit Terminology 1

2 Audit criteria : a set of policies, procedures or
requirements used as a reference (Documented
reference).

2 Audit evidence : Records, statements of fact or other
information, which are relevant to the audit criteria.

IATA Training & Development Institute a

Common Audit Terminology 1

7 Audit activities: those activities and procedures through which
information is obtained to verify the auditee’s conformity to
applicable regulations, standards and procedures.

2 Audit objectives : The specific goal(s) of an audit. These often
center on substantiating the existence of internal controls to
minimize business risks

IATA Training & Development Institute 5
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Common Audit Terminology 1

2 Audit program: A series of steps to complete an audit objective.

2 Audit sampling: The application of audit procedures to less than
100 percent of the items within a population to obtain audit
evidence about a particular characteristic of the population.

2 Audit team: One or more auditors conducting an audit.

IATA Training & Development Institute 6
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Common Audit Terminology 2

2 Audit scope: The extent of the boundaries of the audit

7 Audit findings: Results of the evaluation of the collected audit
evidence against the audit criteria.

7 Audit conclusion: Outcome of an audit provided by the audit
team,after consideration of the audit objectives and all audit
findings.

IATA Training & Development Institute 7
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Common Audit Terminology 2

2 Audit report: A report that outlines the audit process and provides
a summary of the audit findings.

7 Audit Client: Organization requesting an audit.

7 Audit plan: Description of the activities and arrangements for an
audit.

2 Authority: The National Airworthiness Authority, or Aviation
Regulator.

IATA Training & Development Institute 8

Common Audit Terminology 2

2 Competence: Demonstrated personal attributes and
demonstrated ability to apply knowledge and skill.

2 Compliance: The fulfillment of a regulatory requirement.

2 Conformity or Conformance: The fulfillment of a
standard or a requirement.

IATA Training & Development Institute 9

Common Audit Terminology 3

7 Evidence: The information an auditor gathers in the
course performing an audit which includes written
information such as records, contracts, invoices and
other information.

7 Examine: An audit procedure to examine something is
to look at it critically.

IATA Training & Development Institute 10
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Common Audit Terminology 3

7 Internal control: The policies, procedures, practices and
organizational structures designed to provide reasonable assurance
that organization objectives will be achieved and that undesired
events will be prevented or detected and corrected.

2 Product: The end result of a procedure or process

IATA Training & Development Institute 1
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Common Audit Terminology 3

2 Non compliance: An event, process or system that
does not meet regulatory requirements or standards.

72 Non conformity: Non-fulfillment of a requirement or
standard.

7 Population: The entire set of data which a sample is
selected The auditor draws conclusions from this data.

IATA Training & Development Institute 12
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Common Audit Terminology 3

7 Quality System: The organization structure, responsibilities,
procedures, processes and resources for implementing quality
management.

7 Requirement: A need or expectation that is stated, generally
implied or mandatory.

7 Review: Activity undertaken to ensure the suitability, adequacy,
means and effectiveness of the subject matter to achieve clearly
established goals.

IATA Training & Development Institute 13




Audit Process & Program

Session 5
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Objective & Outline

Objective:
To understand the processes involved in a
typical Audit Program.
7 Definition of the terms :- Process, Procedure and Program

7 Typical Audit Program
7 Elements necessary for a successful audit

IATA Training & Development Institute 2
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Definition Definition
Program Procedure
7 A series of steps to be carried out or goals to be accomplished. .
Process P K P 7 |Is a set of steps that a person performs to achieve

7 |s a series of events, stages, or phases that are taken over time and
that have an identifiable result.
2 It tells you “what happens” or
2 “how it works”.

specified outcomes, including decisions that need to be
made.

7 It tells you “how to do it”.

IATA Training & Development Institute 3 IATA Training & Development Institute a
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Audit Program
A Typical Audit Program Consists of:

. Authority for the Audit Program

. Establishment of the Audit Program (PLAN)
. Implementation of the Audit Program (DO)
. Monitoring of the Audit Program (CHECK)

. Improvement of the Audit Program (ACT)

g A WN P

IATA Training & Development Institute 5

Authority for the Audit Program

2 Audit Program is always subject to the authorization or some
form of “trigger” for the audit to take place.

7 The organization’s top management normally grants the
authority for managing an audit program

IATA Training & Development Institute 6
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Establish the Audit Program

7 Upon authorization, the operator needs to properly establish and
agree upon the scope and objectives of an audit.

7 This is an important phase where if the operator has multiple sites
of operation it has implications in a number of areas such as audit
team selection, time allocation and final outcome of the audit.
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Establish the Audit Program

7 The audit program procedures, planning, scheduling, selection of
audit teams, conducting audits, and the method of reporting to
senior management must be established.

IATA Training & Development Institute 7 IATA Training & Development Institute 8
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Implement Audit Program

7 The audit activities are carried out as agreed upon by
both the auditee and auditor.

Implement Audit Program

2 Practical techniques and “human factors” of auditing are
the two aspects that significantly affect the success of the

audits.
7 The implementation of an audit program should cover
communications, scheduling activities, conducting
audit activities and ensuring records are kept of all
process when implementing the audit program.
IATA Training & Development Institute 9 IATA Training & Development Institute 10
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Monitor Audit Program

2 The audit should be monitored or checked to ensure that all
relevant areas or elements are audited appropriately.

7 It would be natural to start at the “input” of the organization and
follow a "trail” through to the end.

2 The ultimate goal of monitoring is to ensure that a thorough audit
has been conducted.

IATA Training & Development Institute 1

Improve Audit Program

Auditing is not conducted as a reactive function.

7 Auditing is done independently and objectively for quality assurance.

7 Audits add value to decision making activity that can improve operation of
an organization.

7 Audits provide opportunities for continual improvement.

IATA Training & Development Institute 12
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Session Summary Session Summary

2 Program is a series of steps carried out or goals to be Authqnty for’an audit program is provided by the
. organization’s top management.
accomplished.

7 Audit Program needs to be established, implemented,

A i i - . . :
Process is a series of events or phases that have monitored and improved for continuous improvement.

identifiable results.

7 Practical techniques and human factors of auditing are

7 Procedures are a set of steps that need to be the key success factor of an audit.

performed to achieve specified outcomes

IATA Training & Development Institute 13 IATA Training & Development Institute 14
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Human Factors

Session 6
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Objective & Outline

Objective:
To introduce the subject of Human Factors to Auditors for awareness
purposes.

7 Human Factors definitions

7 Human Factors elements

2 Human Error

2 Human Error subjects

7 Human Factors awareness for auditors

IATA Training & Development Institute 2

‘ef"
IATA

Human Factors Definitions

Human Factors is about people, their working and
environments, about their relationship with equipment,
procedures and their interrelationships.

Human Factors involves the overall performance of human
beings within the aviation system.
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Human Factors Definitions

It seeks to optimize people’s performance through the systematic
application of the human sciences, and with the objectives of safety
and efficiency.

IATA Training & Development Institute 3 IATA Training & Development Institute a
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Human Factors Elements

Human Factors is the Scientific study of how a person interacts
with:

1.Machines
2.People
3.Procedures

4.The Environment

IATA Training & Development Institute 5

Human Factors Elements

Human Factors are those elements that affect our Behavior and
Performance, especially those that may cause us to make errors.

IATA Training & Development Institute 6
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Human Error

People are key components of processes. They are involved in
process design, operation, maintenance, etc.

No step in the process life cycle is without some human
involvement. Based on human nature, human error is inborn and
will arise in all parts of the process life cycle.

IATA Training & Development Institute 7
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Human Error

Processes are generally not well-protected from human errors
since many safeguards are focused on equipment failure.

Consequently, it is likely that human error will be an important
contributor to Risk for most processes.

This is evidenced by the number of major accidents that have been
attributed to this cause.

IATA Training & Development Institute 8
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Machine v Human as Causes For Accidents

Human Error Estimations

It is estimated that today human error accounts for
the majority of most industry accidents.
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Why Do We Make Errors?

Point to note is that human performance is affected
by:

Social

Emotional

Cognitive

Psychological Elements

N N NN
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Why Do We Make Errors?

Exceedance relating to human capabilities can result in
consequences, such as:

7 increased errors
7 inability to attend to all of the tasks at hand
2 poor judgment, etc.

IATA Training & Development Institute 12
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Human Errors Subjects

The human being is the central part of any
organization’s system which is subjected to human
performance capabilities and limitation.

IATA Training & Development Institute 13
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Human Errors Subjects

The subject of human performance and limitations is relatively large
but for aviation personnel the subject includes:

Human Capabilities

Physical Accessibility and Compatibility
The Senses

Information Processing

Perception

Judgment and Decision Making

oo, wnNpE
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Human Factors Awareness for
Auditors

2 Auditors should be alert to the possibility of
intentional wrongdoing or errors

7 Auditors should be alert to those conditions and

activities where irregularities are most likely to occur.

Human Factors Awareness for
Auditors

72 Auditors should be able to identify inadequate controls
and recommend improvements to promote
compliance with acceptable procedures and practices.

2 Human Factors awareness for auditors will provide
the means to recognize existence of problems or
potential problems for further investigation.

IATA Training & Development Institute 15 IATA Training & Development Institute 16
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Session Summary

2 Human Factors involves the overall performance of
human beings within the aviation system.

7 Human Factors is a scientific study on how a person
interacts with machines, people, procedures and the
environment.

2 Human error is an important contributor to risk for
most process.

IATA Training & Development Institute 17

Session Summary

2 70 — 80% of aviation accidents are caused by human error.

2 Human performance capabilities and limitation is the
main focus of the human factors study.

7 Auditors should have human factors awareness to
recognize human error problems.

IATA Training & Development Institute 18
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Auditors Training

Session 7
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Objective & Outline

Objective:

To describe the Auditors training requirements.
7 Auditors training
7 Auditors development
2 Maintenance of competence for Auditor

IATA Training & Development Institute 2
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Auditors training

7 Auditor candidates shall undergo training to the extent
necessary to ensure their competence in the skills
required for carrying out audits, and for managing
audits.

IATA Training & Development Institute 3
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Auditors training

Training in the following areas should be regarded as
particularly relevant:

2 Knowledge and understanding of the standards or requirements
against which audits are to be performed

IATA Training & Development Institute a

Auditors training

Training in the following areas should be regarded as
particularly relevant:
2 Assessment techniques on evaluating, examining, questioning,
and reporting.
2 Skills for managing an audit, such as planning, organizing,
communicating and directing

IATA Training & Development Institute 5
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Auditors training

7 Auditor competence should be demonstrated through
written or oral examinations, or other acceptable means.

IATA Training & Development Institute 6
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Maintenance of competence for
auditors

Auditors should maintain their competence by:

7 Ensuring that their knowledge of relevant quality system standards and
requirements is current.

7 Ensuring that their knowledge of auditing procedures and methods is
current.

7 Participating in recurrent training where necessary.
7 Having their performance reviewed by an evaluation panel.

I 5 S LB :
Pool af Selection Competent .
compatent audit team
auditors
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Session Summary
2 Auditor shall undergo training to be competent in conducting audit.

2 A structure auditor development program must be in place to train
the auditor.

2 Auditors should maintain their competence by participating in
recurrent training.

IATA Training & Development Institute 9
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Auditors Qualities

Session 8
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Objective & Outline

Objectives:

1. To highlight the desirable and undesirable qualities for auditors.
2. To introduce skills required by auditors.

Desirable qualities for auditors

Undesirable qualities for auditors

Auditor Communicating Skills

Auditor Questioning Skills

Auditor Listening Skills

Non-Verbal Communication

N N NN NN
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Desirable Qualities for Auditors

Undesirable Qualities for Auditors

v' Good communicator v’ Objective 7 Rude 7 Bad Timekeeper
v Trained v Versatile 2 Aggressive 7 Hard-hitting
v’ Observant v Logical 7 Uninterested 7 Threatening
v' Professional v' Diplomatic 2 Acting Superior 7 Quick-tempered
v’ Fair v’ Sensible 2 Unprepared 7 Offensive
v Tactful v' Disciplined
v" Open-minded v Considerate
IATA Training & Development Institute 3 IATA Training & Development Institute 4
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Competence of Auditors

Personal attributes
2 decisive reaching timely conclusions based
on logical reasoning and analysis
instinctively aware of and able to

understand and adapt to situations

2 perceptive

7 tenacious persistent, focused on achieving
objectives
2 diplomatic tactful in dealing with people
2 ethical fair, truthful, sincere and honest
IATA Training & Development Institute 5

Competence of Auditors

Personal attributes
2 open-minded willing to consider alternative ideas or points
of view

constantly and actively aware of

physical surroundings and activities

able to adapt to different situations

acts and functions independently

while interacting effectively with others

2 observant

2 Versatile
2 self-reliant

IATA Training & Development Institute 6
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Auditor Communicating Skills

2 Think about the question before you ask it — you cannot ‘rub out’ or
‘backspace’ the question once you have asked it.

2 Keep your questions simple.
7 Do not start the audit with pre-conceived ideas or ‘hidden agendas’.

2 Speak clearly and slowly.

IATA Training & Development Institute 7
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Auditor Communicating Skills

2 Clarify any points of misunderstanding as soon as possible.

2 Rephrase a question if the auditee does not understand the initial
question.

2 Don't jump to conclusions.

2 Remember the ‘Desirable Qualities’ of an auditor.

IATA Training & Development Institute 8
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Auditor Questioning Skills

7 During auditing ,the auditor is there to gather
information, not to give information.

7 The auditee should be doing most of the talking during
audit interview.
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Auditor Questioning Skills

7 The amount and type of information given by the
auditee will often depend upon the types of question
asked by auditor.

2 Types of question that the auditor may use
Open Questions or Closed Questions

IATA Training & Development Institute 9 IATA Training & Development Institute 10
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Auditor Listening Skills

7 Having asked questions, the auditor needs to listen to
the answers.

7 Listening is part of communication, and is probably the
hardest part for most people.

IATA Training & Development Institute 1

Auditor Listening Skills

7 Listening takes a great deal of concentration and when
the auditor has so many other things to do, it often
receives less attention.

7 One of the ways to help improve listening skills is to
make the process interactive.

IATA Training & Development Institute 12
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Auditor Listening Skills

Methods of interactive listening:

2 Clarifying

2 Confirming

2 Checking

2 Responding

2 Acknowledging answers

2 Summarizing
By doing the above the auditee feels more comfortable as being
listened to and the auditor can be more involved in the interview plus
able to concentrate better.
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Non-Verbal Communication

2 Body leaning forward generally shows interest and concern.
2 Body leaning backward shows lack of confidence and interest.

2 Frequent touching of face or nose could indicate anxiety or
concern.

2 Foot or finger tapping shows impatience.

IATA Training & Development Institute 13 IATA Training & Development Institute 14
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Session Summary

2 The auditor should exhibit the desirable qualities and avoid the
undesirable qualities when conducting audit.

2 The competence of an auditor requires some crucial personal
attributes such as decisive, perceptive, diplomatic, and ethical and
others.

2 Communication skill an important for auditor.

IATA Training & Development Institute 15

Session Summary

2 The auditor should apply the right questioning skills when
conducting audit.

7 Listening is a part of communication skill and auditor should use the
interactive listening process.

2 The auditor should have awareness of the non-verbal
communication when conducting audit.

IATA Training & Development Institute 16
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Auditor Responsibilities
and Activities

Session 9
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Objective & Outline

Objective:
To describe Auditors responsibilities and activities.
7 Auditors responsibilities
7 Independence of the auditors
7 Lead Auditor activities
7 Auditors activities

IATA Training & Development Institute 2
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Auditors responsibilities

Auditors are responsible for:
7 Complying with the applicable audit requirements.

7 Communicating and clarifying audit requirements.

7 Planning and carrying out assigned responsibilities
effectively and efficiently

IATA Training & Development Institute 3
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Auditors responsibilities

Auditors are responsible for:
7 Documenting all audit observations.

7 Reporting the audit results.

2 Verifying the effectiveness of corrective actions taken
by auditee as a result of the audit.

IATA Training & Development Institute a

Auditors responsibilities

Auditors are responsible for:

7 Retaining and safeguarding documents pertaining to the
audit:

7 Submitting such documents as required.
A Treating privileged information with discretion.
2 Cooperating and supporting the lead auditor.

IATA Training & Development Institute 5
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Lead auditor responsibilities

7 The lead auditor is ultimately responsible for all phases
of the audit.

7 The lead auditor should have management capabilities
and experience and the authority to make final decisions
regarding the conduct of the audit and any audit
observations

IATA Training & Development Institute 6
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Lead Auditor activities

The lead auditor should also:

7 Report critical nonconformities to the auditee
immediately.

7 Report any major obstacles encountered in performing
the audit.

7 Report on the audit results clearly, conclusively and
without undue delay.

IATA Training & Development Institute 7
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Lead Auditor activities

The lead auditor should also:

7 Arrange travel itinerary/accommodation/airside
passes/visas

7 Arrange interview times.
72 Arrange for opening and closing meetings.
7 Review documentation to determine their adequacy.

IATA Training & Development Institute 8
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Lead auditor responsibilities

The lead auditor’s responsibilities also cover:

7 Participation in the selection of other audit team
members.

7 Preparation of the audit plan.

7 Representing the audit team at all stages, including
reporting at closing meeting and preparing and
submitting the formal audit report.

IATA Training & Development Institute 9
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Auditors activities

Auditors should:

7 Remain within the audit scope.

7 Exercise objectivity.

72 Collect and analyze evidence that is relevant and

sufficient to permit the drawing of conclusions regarding
the audited management system.

2 Act in an ethical manner at all times.

IATA Training & Development Institute 10
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Independence of the auditors

2 Auditors should be free from bias and influences which
could affect audit objectivity.

7 All persons and organizations involved with an audit,
should respect and support the independence and
integrity of the auditors.

IATA Training & Development Institute 1
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Session Summary

7 The auditor needs to be complying with audit

requirements and carry out assigned responsibilities
effectively and efficiently.

2 The lead auditor is fully responsible for all phases of an
audit and represent the audit team at all stages.

IATA Training & Development Institute 12
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Session Summary

7 The lead auditor is responsible to produce audit report.
2 The auditor should act in an ethical manner at all time.

7 Independence of the auditors is an important audit
standard for the meeting the objective of an audit.

IATA Training & Development Institute 13
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Audit Activity
(Initiation & Preparation)

Session 10
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Objective & Outline

Objective:
To explain the audit activities of the Initiation and Preparation phase.
To describe the elements of an Audit plan.
2 Key Auditing Activities
Audit Plan
Audit Criteria
Audit Agenda
Audit Checklist
Opening Meeting

N N NN Y
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Key Auditing Activities
1. Initiation (define audit scope & objectives)

2. Preparation (Audit planning and preparation including the audit
plan, checklist development and audit team selection).

3. Documentation Review (Review relevant documented system
for adequacy with respect to audit criteria).

Key Auditing Activities

4. Audit Performance and Evidence Gathering (auditing the
management system)

5. Analysis ( findings reconfirming)
6. Reporting (reporting the results of the audit)

7. Follow-up and close out (Conducting audit follow-up and close
out of findings)

IATA Training & Development Institute 3 IATA Training & Development Institute a
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Initiation of the Audit

2 The phase of defining the audit purpose or objectives,
audit scope, audit criteria and selection of audit team
members.

IATA Training & Development Institute 5

Audit Objectives

Why the audit is required and what is to be achieved by
the audit.

For example:

Internal Audit - Assurance/Improvement

To verify the auditee is in conformance with the

documented quality system.

IATA Training & Development Institute 6
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Audit Objectives

Why the audit is required and what is to be achieved by the audit.
For example:
External Audit - Annual Airworthiness Audit by

Department of Civil Aviation.

To evaluate the capability of the management system
to ensure compliance with regulatory requirements.

IATA Training & Development Institute 7
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Audit Scope

7 Scope establishes the perimeter of the areas to be
audited and identifies the items, groups and activities to
be examined.

2 The scope of an audit could be a complete systems
audit covering the quality system in it's entirety, or could
be limited to one or more procedure or specific
department of an organization.

IATA Training & Development Institute 8
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Audit Scope

2 Scope also defines the audit duration and audit
resource requirements, such as the number of auditors
required for the audit.

IATA Training & Development Institute 9

S,

Audit Criteria

2 Reference documents (such as the auditee’s policies or
procedures manual) are to be defined in the audit plan.

7 These manuals shall contain all the relevant policies
and procedures that affects the auditee operations.

IATA Training & Development Institute 10
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Audit Preparation

7 Prepare Audit Plan
7 Assign work to audit team
7 Prepare relevant checklists

IATA Training & Development Institute 1
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Audit Plan

2 The documented audit plan should include the following:

7 Auditee name and address
7 Audit objectives, scope and criteria
7 Identification of audit team members.

IATA Training & Development Institute 12
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Audit Plan

7 The language of the audit.
7 Audit Confidentiality requirements.

7 Audit Agenda specifying departments or activities to be
audited including date, start and end time of auditing
plus names of assigned auditors.

2 Audit report distribution and the expected date of issue.

IATA Training & Development Institute 13
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Preparation of the Audit Plan

7 Prepare an audit plan, a basis for agreement, for
submission to the auditee

2 Any planning must be kept flexible thus permitting
changes during the audit itself

7 Assign activity work to the audit team members

72 Prepare for the auditing work documents: including
checklists, check sheets, forms, and related working
documents.

IATA Training & Development Institute 14

Audit Ag enda (Example: Audit of Engineering Department)

Audit Checklists

Time Activities Auditee Area Auditor
0900 -1000 Opening Meeting All Senior Management CEO Conference Lead Auditor and Audit team .
members Purpose of Checklists
1000-1015 Morning Tea Break All CEO Conference Lead Auditor and Audit team . . . .
oom members 2 A checklist acts as a guide to the auditor performing the
Document Control Document Control Publication Mr. Mark Dell audit.
Review Manager Department . .. .
10151230 M. Bookorm 2 Checklists help to ensure that an audit is conducted in a
Outsourcing Control Purchasing Manager Central Purchasing | Mr. Tom Roger . B
Revew By Al Separment systematic and comprehensive manner and that
1230 -1330 Lunch All Cafeteria Lead Auditor and Audit team adeq uate eVI d en Ce Is Obtal nEd .
members
1330-1500 Maintenance Crew Training Manager Engineering Training | Mr. Mark Dell
training records Review | Mr. Trainer Center Mr. Tom Roger
1500-1545 Closing meeting All Senior Management CEO Conference Lead Auditor and Audit team
members
IATA Training & Development Institute 15 IATA Training & Development Institute 16
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Audit Checklists

Purpose of Checklists

7 Checklists can provide structure and continuity to an
audit and can ensure that the audit scope is being
followed.

7 Checklists can provide a means of communication and
a place to record data for use for future reference

IATA Training & Development Institute 17

Audit Checklists
Advantages of checklists
Checklists if developed for a specific audit and used
correctly:

7 Ensure a consistent audit approach

72 Act as a sampling plan and time manager

7 Serve as a memory aid

IATA Training & Development Institute 18
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Audit Checklists

Disadvantages of checklists

When checklists are not available, or poorly prepared:

2 The focus of the checklist may be too narrow in scope to
identify specific problem areas.

2 Poorly prepared checklist can slow down an audit due to
duplication or repetition

IATA Training & Development Institute 19
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Preparing a Checklist

Checklists can be prepared in detail or brief. The
important consideration that needs to be taken for
preparing a checklist:

7 List questions that can be easily understood.
7 Make questions follow the flow of input-process-output.

7 List questions with referenced to auditee’s
documentation.

IATA Training & Development Institute 20
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Example of a Checklist (Station Operations)

Check No Description YES | NO Remarks
STA1 Is there a plan/concept exist of the training-

and recurrent training for the station-

personnel?
STA2 Is the station personnel regularly scheduled

for recurrent training?

S,

Checklist usage guidance

The following details, as appropriate should be recorded:
2 Name and position of person interviewed

2 Summary of statement made by person interviewed

7 |dentity and revision status of documents

7 Range of sample examined

STA3 Is there critical working-procedures & .
instructions available for the station 2 Time and place of an event.
personnel?
IATA Training & Development Institute 21 IATA Training & Development Institute 22
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The Opening Meeting

7 This meeting at the beginning of the on-site audit is
relatively brief but provides the opportunity for all
attendees to clarify any problems or conditions relating
to the audit.

IATA Training & Development Institute 2

Elements of Opening meeting

7 Introductions

7 Statement of Confidentiality

72 Confirm scope, objectives and Audit standard

72 Confirm working hours and availability of personnel
7 Review Audit Plan and Audit Agenda

IATA Training & Development Institute 24
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Elements of Opening meeting

2 Explain method of auditing and raising of
nonconformities

2 Check availability of guides

7 Check any Health and Safety requirements

72 Confirm time, place and attendees for closing meeting
7 Invite questions.

IATA Training & Development Institute 25
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Session Summary

72 7 key auditing activities need to be carried out during an
audit.

7 Initiation and Preparation is where audit plan and audit
checklist is prepared.

IATA Training & Development Institute 26
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Session Summary

The audit plan should have the relevant information of the
audit to be carried out, such a:

7 auditee name
7 address

7 audit objectives
2 Scope

2 criteria

7 agenda

7 and others.

IATA Training & Development Institute 27
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Session Summary

7 Audit agenda will specify activities of an audit.

2 Audit checklist provides a structure for a systematic
manner to conduct an audit.

7 The opening meeting is the first activity to start an on-
site audit and it should be kept brief.

IATA Training & Development Institute 28
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Documentation Review

Session 11
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Objective & Outline

Objective:
To explain the audit technique used during
Documentation Review phase.

7 Review Control Documents

2 Documentation Hierarchy

2 Documentation Review

2 Working Documents

IATA Training & Development Institute 2
IATA IATA

Key Auditing Activities
1. Initiation (define audit scope & objectives)

2. Preparation (Audit planning and preparation including audit plan
and checklist development).

|:>3. Documentation Review (Review relevant documented system
for adequacy with respect to audit criteria)

4. Audit Performance and Evidence Gathering (auditing the
management system)

5. Analysis ( findings reconfirming)
6. Reporting (reporting the results of the audit)

7. Follow-up and close out (Conducting audit follow-up and close
out of findings)

Review Control Documents

2 An essential part of any audit is not only to audit the actual
systems, processes and procedures but also to ensure that the
auditor reviews the relevant documentation before the audit is
performed.

2 Only by reviewing the documentation can the auditor decide how to
progress with the audit and develop the questions he/she needs to
ask during the audit.

IATA Training & Development Institute 3 IATA Training & Development Institute a
“' “'
IATA IATA

Review Control Documents

Examples of controlled documents:
1. Quality Manuals
2. Company policies.

3. Standard operating procedures
manuals.

Work instructions.
7. Testinstructions.

8. Maintenance procedures and
instructions.

9. Inspections checklists

4. Accepted contracts/customer 10,1 N d d
purchase orders. 0. "r::lprﬁg::ggz procedures ani
5. Production plans/schedules/work )
orders.
IATA Training & Development Institute 5

Documentation Hierarchy

The quality manual is written to cover all safety and
quality requirements according to the following
standards:

a) JAR-OPS 1
b) 1ISO 9001

IATA Training & Development Institute 6
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Documentation Hierarchy

QMM Quality Management Manual

SPs Il SPs |\|Standard Procedures
e L ! Working Procedures

‘e!
IATA

Documentation Review

Review of Documentation is to assess whether:

7 all required elements of the specified standard are
addressed adequately

7 there are adequate procedures or other documented
measures to ensure that activities are properly
controlled

7 there are any deficiencies present in the
documentation system.

IATA Training & Development Institute 7 IATA Training & Development Institute 8
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Documentation Review

Review of Documentation is carried out to:

7 Ensure that audit is performed to conform as stated in the Audit
Criteria of the audit plan.

7 Record all documentation findings for further analysis to
determine nonconformity.

7 Provide the factual evidence for audit findings

7 A documentation checklist should be used as a guide to ensure
all important areas are covered.

IATA Training & Development Institute 9

Session Summary

7 Documentation review in an important activity of an audit as it
can help the auditor to ask the relevant questions during audit.

2 Documentation hierarchy shows the different level of control
document in an organization.

2 The result of review of documentation, provides the factual
evidence for audit findings.

IATA Training & Development Institute 10
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Audit Performance &
Evidence Gathering

Session 12
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Objective & Outline

Objective:
To explain the audit activities of the Audit Performance
and Evidence Gathering phase.

2 Audit Performance and Gathering of Audit Evidence

2 Audit Party — Auditor or Auditee

7 Audit Evidence

2 Verifying Information

2 Sampling of Audit Evidence

2 Objective Evidence

IATA Training & Development Institute 2
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Key Auditing Activities

1. Initiation (define audit scope & objectives)

2. Preparation (Audit planning and preparation including audit plan
and checklist development).

3. Documentation Review (Review relevant documented system
for adequacy with respect to audit criteria)

|:> 4. Audit Performance and Evidence Gathering (auditing the
management system)

5. Analysis ( findings reconfirming)
6. Reporting (reporting the results of the audit)

7. Follow-up and close out (Conducting audit follow-up and close
out of findings)

S,
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Audit Performance Overview

7 “Audit Performance” relates to all the activities that take
place during the actual on-site audit.

7 The effectiveness of the process is dependent upon the how
well the audit plan is executed and the completeness of
prepared checklists.

7 The on-site part of the audit is to determine the degree of
compliance with the documented system and the
effectiveness of its implementation.

IATA Training & Development Institute 3 IATA Training & Development Institute 4
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Audit Performance Overview

2 The auditor should proceed with the audit in accordance
with the audit agenda, using the prepared checklists.

2 It is the responsibility of the lead auditor to supervise the
activities of the audit team members to ensure the audit
objectives are achieved.

IATA Training & Development Institute 5

Audit Evidence

Audit evidence is information that provides a factual basis or
factual evidence for audit findings which can be obtained
through observing work area conditions, interviews, examining
records such as letters, contracts testimonial or testing
documents.

IATA Training & Development Institute 6

66




‘Be!
IATA

Audit Evidence Gathering

2 During audits, audit evidence is generally collected or
gathered through interviews, examination of documents and
observation of activities and conditions in the areas of
concern.

2 Clues suggesting deficiencies are noted if they seem
significant, even if checklists do not cover them, and
investigated.

IATA Training & Development Institute 7
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Audit Performance & Gathering of
Audit Evidence

This phase includes the following:
7 Audit performance allows so as to obtain audit evidence

7 The Auditor is normally guided by the audit plan and the audit
checklist.

7 Effective communication skills must be used

IATA Training & Development Institute 8
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Audit Performance & Gathering of
Audit Evidence

This phase includes the following:
2 A quiet,convenient and comfortable area for the audit interview
to take place

2 The manner in which the auditor conducts his/herself during
this audit phase is very important.

S,
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Objective Evidence

2 It is important to remember that the audit findings must
contain sufficient evidence to support any statements made
that relates to any non conformity areas.

7 Notes must be taken. These are used as part of Audit
Report. The most convenient method of note taking, is the
checklist method.

IATA Training & Development Institute 9 IATA Training & Development Institute 10
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Gathering or Collecting Audit Evidence

It is not easy to obtain information from people,
especially if they are hiding information or they have
been instructed by their own management to say as
little as possible to an auditor.

IATA Training & Development Institute 1

Gathering or Collecting Audit Evidence

The auditor should pay particular attention to issues of
human errors when carrying out the interview with

auditee

IATA Training & Development Institute 12
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Audit Party

An audit group may includes:
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Communication Skills

It iz‘essential that the auditor is able to communicate effectively with the
auditee.

2 The Auditor The activities that an auditor has to perform during an audit:
2 The operator guide 2 Asking questions
2 Management spokesperson from that area 7 Listening to answers
2 Staff from that area 2 Checking evidence
2 Observers accompanying the audit group 7 Taking notes
7 Interpreters 7 Following a checklist
7 Reading the procedure
2 Checking the standard
2 Keeping track of time
IATA Training & Development Institute 13 IATA Training & Development Institute 14
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Audit Questioning Approaches

The audit checklist normally can provide basic questions to which the
auditor seeks answers.

Auditors need to develop other well proven questioning approaches in
order for the auditee to provide more information.

2 Organize Questions
2 Encourage Dialogue
2 Provide Positive Response

Questioning Approaches

7 Invitation to Talk

To get the auditee to begin to talk, try asking for a description of
something familiar:-

7 “Can you please explain to me what do you do in this
department "?

7 Put the auditee at ease.

7 Establish a rapport

IATA Training & Development Institute 15 IATA Training & Development Institute 16
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Questioning Approaches

Open Questions (5W & 1 H)
Questions can be focused by using these six simple words:
7 “What do you do next?”

2 ‘Who approves these documents?”

2 “When (or how often) is this plan reviewed?”

2 “Where are these items stored when not in use?”

7 “Why is it done that way?”

2 “How are these reports distributed?”

This type normally allows the auditee to talk openly about the subject
in question.

IATA Training & Development Institute 17

Questioning Approaches

Closed Question.
Only either “Yes” or “No” answer is required from the auditee.

“Is there training being conducted for station personnel?”
(Auditor)

“Yes” (Auditee)

“Does your department keep any station training records?”
(Auditor)

“Yes” (Auditee)

IATA Training & Development Institute 18
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Listening Skills

7 All audit interviews comprise of a combination of
questioning and listening

7 Listening is part of communication, and is probably
the hardest part of most people

7 A good listener increases the accuracy of reception
not only in direct terms but also in relative or
analytical terms.

‘e!
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Listening skills

Good listening requires full concentration and it is advisable to follow a
systematic pattern which is interactive :

7 Ask the question

7 Stop talking

7 Listen to all of the answer

7 Seek clarification

7 Take notes

7 Ask another question.

IATA Training & Development Institute 19 IATA Training & Development Institute 20
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Listening Skills

7 Effective listening involves more than using the sense of
hearing.

7 By maintaining eye to eye contact, giving the
occasional feedback nod such as, “Uh-huh”, ‘Yes, |
see” and by generally appearing interested, the auditor
can encourage the auditee to co-operate and
communicate.

Listening Skills

The auditor should not be distracted from listening by
outside influences such as:

7 Selective attention

2 Emotional Involvement

2 Jumping to Hasty Conclusions

2 Boredom

2 Lack of Time

IATA Training & Development Institute 21 IATA Training & Development Institute 2
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Verifying Information

By questioning and listening to answers,the auditor is gathering
information that needs to be verified as being factual or true.

Whenever an auditee makes a statement on a vital point, the auditor's
response should be “Please show me”.

For example:

Auditor - “What is the current issue number of your
Procedure Manual?”

Auditee - “ Issue number 2"

Auditor — “Please show me the manual”.

IATA Training & Development Institute 2

Verifying Information

Verification can be made by various means including:
2 Checking the records
2 Asking someone else and comparing answers
7 Observing the activity being carried out
2 Undertaking part of the activity yourself
2 Simulating the activity

IATA Training & Development Institute 24
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Sampling of Audit Evidence

How many to check or verify, be it document, records or any form
of audit evidence.

Answer : There is no fixed numbers that state how many should be
checked except the “Golden Rule” more than one is better unless
there is only one.
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Recording Audit Evidence
2 All audit evidence which was seen should be well

recorded to provide as an “Objective Evidence” of
the audit.

2 An inexperienced auditor sometimes relies on his
memory. This method is unreliable and should be

Remember that an audit is a sampling process and the auditor avoided.
needs to take a sample.
IATA Training & Development Institute 25 IATA Training & Development Institute 2
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Session Summary

7 Audit Performance relates to all activities that take place during
the actual on-site audit.

7 Audit evidence gathering, is normally done through interviews,
examination of documents and observations of activities.

7 Audit evidence provides factual evidence for audit findings.

IATA Training & Development Institute 27

Session Summary

2 The audit party may have many numbers of people when
conducting the audit.

2 The auditor must apply the appropriate communication skills
when gathering evidence during an audit.

2 The relevant questioning approaches must be applied in
order to get the relevant answer from the auditee.

IATA Training & Development Institute 28
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Session Summary

7 Interactive listening skills should be used during the audit.

2 Rule for sampling of audit evidence, is to collect as much evidence
as possible.

7 Audit evidence should be well recorded.

IATA Training & Development Institute 29
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Analysis of Findings

Session 13
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Objective & Outline

Objective:
To explain the audit activities of the Analysis of Findings phase.
2 Evidence Gathering
7 Analysis of Gathered Evidence
7 Raising Nonconformity Report
7 Classification of Nonconformity or Findings
2 Closing Meeting

IATA Training & Development Institute 2
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Key Auditing Activities

1. Initiation (define audit scope & objectives)

2. Preparation (Audit planning and preparation including audit plan
and checklist development).

3. Documentation Review (Review relevant documented system
for adequacy with respect to audit criteria).

4. Audit Performance and Evidence Gathering (auditing the
management system)

|:>5. Analysis (findings reconfirming)
6. Reporting (reporting the results of the audit)

7. Follow-up and close out (Conducting audit follow-up and close
out of findings)

Evidence Gathering

Evidence is derived from all information that Auditors are able to
obtain during an Audit, and provides the basis for the Auditor to
determine conformity or nonconformity with required standards.

The goal of the Auditor is the secure sufficient factual evidence to
determine the whether the Auditee has conformed with the required
standards or not.

IATA Training & Development Institute 3 IATA Training & Development Institute a
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Evidence Gathering

Factual evidence from the following activities requires further
analysis:

reviewing documentation;

interviewing personnel;

surveying conditions, facilities and equipment;
observing the conduct of operational activities and
processes.

N N NN

IATA Training & Development Institute 5

Analysis of the Gathered Evidence

7 Auditors must exercise professional judgment when analyzing or
evaluating the gathered evidence because not all evidence is
objective or factual.

2 Gauging conformity is not always a clear (i.e. black or white)
decision for the Auditor, particularly in terms of a specification being
implemented.

IATA Training & Development Institute 6
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Analysis of the Gathered Evidence

7 The Auditor must uncover sufficient evidence from multiple sources
to confirm that a specification has been implemented by an
Operator.

2 Avalid conclusion of conformity or nonconformity requires evidence
that has been carefully verified and analyzed by the Auditor.

7 Upon completion of the analysis of the audit evidence then only
Corrective Action Request (CAR) or Non Conformity Report (NCR)
is being raised if required.
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Raising Nonconformity Report

Writing a good nonconformity statement is an essential
skill for any auditor.

Generally all nonconformity statements shall include the
following:
1. The requirements or standards reference
2. The nature of nonconformity
3. Factual evidence (documents,records,etc)

IATA Training & Development Institute 7 IATA Training & Development Institute 8
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Raising Nonconformity

Important aspects of good nonconformity reports:

1. Precise requirements or standard against which the
nonconformity is raised.

2 E.g. If the nonconformity relates to the fact that
purchasing data is not clear on purchase orders, the precise
clause to be quoted would be ISO 9001 7.4.2, and not just
1ISO 9001 7.4.

2 E.g. If the nonconformity relates to the fact that the operator
did not define the responsibilities of it's Flight Operations
Flight Safety functions, the precise ISARP to be quoted
would be FLT 1.2.2 item viii of the IOSA Standard Manual

Raising Nonconformity

2. Areference against which the nature of nonconformity is being
raised.

7 E.g. Some purchase orders do not contain adequate
purchasing data.

7 P.O.number 7531 - Dimension not stated.
7 P.O. number 8651 — Tolerance not stated.

IATA Training & Development Institute 9 IATA Training & Development Institute 10
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Raising Nonconformity
3. Indicating the factual evidence :
There is evidence that not all parts are being

checked upon arrival as required. Refer Part No:
345, 356, 367

IATA Training & Development Institute 1

Classification of Nonconformity or
Findings

Nonconformity or Findings need to be judged and categorized to
assess the degree of compliance or conformity.
Some common Findings classification:

2 Nonconformity or Observation

2 Findings or Observations (IOSA)

2 Level 1 or Level 2

2 Category 1 or Category 2

2 Major or Minor

IATA Training & Development Institute 12
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Closing Meeting

7 The audit team should hold an exit or closing meeting
with the auditee’s senior management and those
responsible for the functions concerned.

7 The main purpose of this meeting is to present the audit
results to the senior management in such a manner so
as to ensure that they clearly understand the results of
the audit.

IATA Training & Development Institute 13
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Closing Meeting

2 A Good and professional closing meeting can leave a
lasting impression on the auditee’s management team
with regards to the benefits of an audit as a decision
making tool.

2 All nonconformities and observations are presented.

7 The Auditor normally thanked the auditee for the
cooperation extended during the audit.

IATA Training & Development Institute 14
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Session Summary

2 The Auditor should secure sufficient factual evidence to
determine whether auditee has conformed with the
required standards.

2 Audit evidence gathering requires further analysis to
derive a valid conclusion.

IATA Training & Development Institute 15
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Session Summary

When raising a nonconformity, there is a requirement that the following
3 elements are present:
7 the standard, the nature of nonconformity and the factual
evidence.

7 Classifications of audit findings help to indicate the degree of
conformity.

2 Closing meeting is carried out to present audit results to the
senior management.

IATA Training & Development Institute 16
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Audit Reporting &
Follow-up

Session 14
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Objective & Outline

Objective:

To explain the audit activities of the Reporting Audit Results phase.

To explain the audit activities of the follow-up and close out phase.
7 Reporting Audit Results

Audit Report Content

Audit Complete

Corrective action

Corrective Action Request (CAR) Form

Closed-loop corrective action process

Guidelines to take corrective action

Follow-up verification

N N N NN NY

IATA Training & Development Institute 2
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Key Auditing Activities

1. Initiation (define audit scope & objectives)

2. Preparation (Audit planning and preparation including audit plan
and checklist development).

3. Documentation Review (Review relevant documented system
for adequacy with respect to audit criteria).

4. Audit Performance and Evidence Gathering (auditing the
management system)

Reporting Audit Results

7 The audit team prepares the audit report.
2 The report is an accurate, precise and concise record of the audit.

7 The audit report is normally issued within the agreed arrangements
(closing meeting) where it should be completed, discussed and
signed by the lead auditor and the auditee management

5. Analysis (findings reconfirming) representative.
6. Reporting (reporting the results of the audit)
7. Follow-up and close out (Conducting audit follow-up and close
out of findings)
IATA Training & Development Institute 3 IATA Training & Development Institute 4
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Audit Report Content

7 The audit report should truly reflect the content of the
audit
7 Itis dated and signed by the lead auditor
7 It contains the following items, as applicable:
7 The scope and objectives of the audit
7 Details of the audit plan
2 Summary of agreed non conformities or findings

IATA Training & Development Institute 5

Audit Completed

An audit is considered "complete" when:

2 The activities stipulated within the audit plan have been
completed;

2 The audit report has been approved and distributed;

2 All non conformities have been effectively corrected (as the audit
is not considered “completed"” until verification of the
effectiveness of the action taken, when corrective action has
been requested, and all CARs are closed).

7 The Auditee must be notified that the audit is officially close
when all Corrective Action Request have been closed.

IATA Training & Development Institute 6

74




‘Be!
IATA

Corrective action

2 If there is a corrective action request (CAR) or a Non Conformity
Report (NCR), appropriate actions must be taken by the auditee

2 The auditor is responsible for identifying the nonconformity.

7 Corrective actions need be taken within an agreed time frame
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Corrective action

7 The auditee is responsible for determining and initiating corrective
action needed to correct a nonconformity or to correct the cause of
a nonconformity and to have the CAR to be close out by the
auditor.

7 If actions are outside the audit time frame, the audit stays open until
effective action has been taken.

IATA Training & Development Institute 7 IATA Training & Development Institute 8
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CORRECTIVE ACTION REQUEST (CAR) FORM

Department/ Unit

AUDIT TYPE | | AUDIT DATE

[ [

CAR REFNO i [ orerarse

RAISEDBY, | 155UED 0 {

FINDING DESCRIPTION FINDING

CATEGORY

RoOT CAUSE

CORRECTIVE ACTION PLAN

PREVENTIVE ACTION PLAN

“ACTION TAKEN BY. oaTe

CORRECTIVE ACTION VERIFICATION BY. CAR CLOSED BY.

Closed-loop corrective action process
7 ldentify the problem

7 Investigate the root cause of the problem

72 Develop a plan which eliminates the cause

7 Implement the plan

72 Verify the effectiveness of the plan in eliminating the

oaTe
IATA Training & Development Institute 9 IATA Training & Development Institute 10
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Follow-up verification

7 The auditee must contact the audit team when action
has been taken on the CAR

72 The effectiveness of the action taken must be verified
and if it completed satisfactorily then the close out of the
CAR can only be done by the auditor.

IATA Training & Development Institute 1

Follow-up verification

2 Proof of documentation must be verified by Auditor

2 This verification can be part of the planning of a subsequent audit in
some case.

7 The auditor once close out the CAR should provide notification of
closure to the auditee.

IATA Training & Development Institute 12
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Session Summary

Audit Report should be raised by the Lead Auditor and it
should reflect the true content of the audit.

Correctives action request form must be raised when
nonconformity is identified during the audit.

IATA Training & Development Institute 13
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Session Summary

The auditee is responsible to take the appropriate action
in correcting the nonconformity.

Auditor should verify the corrective action taken by the
auditee and upon satisfies with the action taken

the CAR must be close.

Auditor should send notification of the CAR closure to
the auditee.

IATA Training & Development Institute 14

76




IATA Operations Safety Audit

‘e!
IATA

Objective & Outline

Objectives: To introduce the IATA Operational
Safety Audit concept and methodology.

B 2 Imrodu_ce the concept of IOSA. 7 10SA Audit scope.
(IOSA) Awareness and Audit 7 Qperational Managementand 71 pescribe who conducts I0SA
0als 0 - 7 10SA Audit standards.
Pro g ram 7 Benefits of IOSA 7 I0SA Operational
. 7 Airline Audit Model Observation/Assessment
Session 15 7 10SA Audit Sharing 7 I0SA Documentation Review.
7 Brief history of IOSA. 7 10SA Registry.
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IOSA (IATA OPERATIONAL SAFETY AUDIT)

21 IATA

2 O Operational IATA MISSION

2S Safety

2 A Audit ggg
IATA

“To represent, lead, and serve the airline industry”

223 |IATA Member Airlines

IOSA Concept

The IATA Operational Safety Audit (IOSA) program is an
Internationally recognized and accepted evaluation system
for assessing effectiveness of Operational management
and Control systems of an Operator (Airline).

IATA Training & Development Institute 3 IATA Training & Development Institute a
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Operational Management and Control
Systems

7 an organizational structure, including assignment of accountability
for operational compliance and safety at the highest levels of
corporate management, and clearly defined lines of authority and
responsibility throughout the organization;

2 aprocess for periodic review of the management system to
evaluate its continued effectiveness and verify that requirements
are being applied throughout the organization to ensure effective
operations;

IATA Training & Development Institute 5

Operational Management and Control
Systems

2 an interaction of policies, processes and procedures across the
organization, all designed to ensure positive control of the
operation, including outsourced functions;

2 a policy that reflects management’s commitment to safety and
quality as the highest operational priority;

2 a programme that ensures confidentiality of safety reporting,
including the organization’s non punitive response to the reporting
of human error;

IATA Training & Development Institute 6
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Operational Management and Control
Systems

7 communication processes that permit a free flow of information
throughout the organization;

2 a system for managing and controlling documentation and records;

7 asystem that ensures availability of adequate resources, facilities
and information necessary to support the operation;
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Operational Management and Control
Systems

7 defined methods for monitoring, measuring and analyzing the
operation, and for implementing action and follow-up as
necessary to correct and prevent recurrence of deficiencies;

2 Surveillance program for monitoring threats and errors in normal

operations.
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IOSA Goals

7 To provide a standardised audit programme based on
internationally recognized standards

7 To ensure a structured system for the sharing of audits
7 To reduce the number of audits in the industry

7 To improve operational safety —
Set a new benchmark in aviation safety

IOSA Benefits

7 Standardized global Safety program
2 Improved operational safety
2 Improved internal efficiency
7 Reduced numbers of audits

2 Fulfilled Code share Audit requirements
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Typical Airlines Audit Model
No Audit Sharing — Multiple Audits per Airline

IATA Training & Development Institute 1

Audit Sharing — One Audit per Airline

(o) (G o
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Audit Sharing

IATA

Sh. Sh.
o IOSA e Regulators
Database

10SA Audit Report
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History of IOSA

7 10SA launched by IATA in July 2003

2 Initial Take-up of IOSA was slow by airlines due to delay in
FAA/US DoT approval

2 Only 11 Airlines undertook IOSA audits between July 2003 to
July 2004

2 FAA / DoT formal approval

2 FAA [ US DoT formal approval received
2 July 2004 — recognizing IOSA as an acceptable US Carrier
Code Share Audit Program

IATA Training & Development Institute 14

History of IOSA

2 Airlines started signing IOSA Audit Agreements and undertaking their
first IOSA audits in order to receive IATA discounts

2 |IATA Incentives / Discounts

2 Airlines who sign an Audit Agreement with an AO to have their first
I0SA audit delivered, will not have to pay a USD 15,000 IOSA
registration fee to IATA

7 I0SA Standards Manual and IOSA Program Manual are available from
IATA website free of charge.

IATA Training & Development Institute 15

IOSA Operational Standards

7 Audit standards only; not regulations

7 Establish benchmark for acceptable levels of aviation
safety and operations today

7 Awell managed airline will meet IOSA Standards.

IATA Training & Development Institute 16

IOSA Audit scope

Organization & Management System

Flight Operations

Operational Control/Flight dispatch
Engineering & Maintenance

Cabin Operations

Ground Handling

Cargo Operations

Operational Security

Noogh,rwbE
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Who can Conduct the IOSA Audits?

7 Only an Audit Organization (AO) accredited by IATA is
permitted to conduct IOSA audits

7 AO audit teams comprise only of approved IOSA
Auditors

7 Must meet qualification and training standards

IATA Training & Development Institute 18
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Audits Standards
IOSA Standards And Recommended Practices (ISARP)

ISARPs comprise of:
7 Al ICAO and ATA Standards
71 Selected items from JAR-OPS / FARs
7 Additional requirements from Alliance audit
program

The “Safety Bar” is set to acceptable levels that
exist today.

IATA Training & Development Institute 19
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Audits Organizations

8 Audit Organizations (AO’s) Accredited

Asia Pacific
1. Aviation Compliance Solutions Pty Ltd, Australia(ACS)

Europe

2. Wake QA Ltd, United Kingdom

3. Aviation Quality Services (AQS), Germany
4. Quali-audit, France
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Audits Organizations
United States

Partners & Resources for Operational Safety, Denver
Simat Helliesen & Eicher Inc (SH&E), New York
Morten Beyer & Agnew Inc (MBA), Florida

GHS Aviation Group, Virginia

© No g

All AOs offer a global service. Airlines are free to choose.

S,

IOSA Audit Standards

ISARP Checklists (IOSA Standards and Recommended
Practices)

7 ISARPS are the basis of the audit

2 The I0OS Standards Manual (ISM) is the source reference for
ISARPS

7 The ISM is currently available FREE OF CHARGE from IATA
and can be downloaded from

http://www.iata.org/ps/certification/iosa/index.htm

IATA Training & Development Institute 21 IATA Training & Development Institute 2
“' “'
IATA IATA

ISARP Checklists as per ISM (June 2004)

IOSA DISCIPLINES NUMBER OF ISARP
Corporate Organization & 79
Management
Flight Operation 271
Aircraft Engineering & Maintenance 100
Aircraft Ground Handling 52
Cabin Operations 62
Operational Control / 86
Flight Dispatch
Cargo Operations 51
Operational Security 46
IATA Training & Development Institute 23

IOSA Audit Standards

7 STANDARDS are contained in Part One of the ISM and
always contain the word “shall” (e.g. The Operator shall
ensure.....) in order to denote an IOSA requirement.

7 The Operator must conform with all these standards to
attain IOSA registration.

IATA Training & Development Institute 24
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IOSA Audit Standards

7 RECOMMENDED PRACTICES are contained in Part One
of the ISM and always contain the word “should” (eg. The
Operator should have ...) and are considered under IOSA
as operationally desirable or highly recommended.

7 Conformity is optional by the Operator.
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IOSA Audit Standards

GUIDANCE MATERIAL (GM) contained in Part
Two of the IOSA Standard Manual (ISM) is
designed to promote a uniformed interpretation of
the ISARPS.
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I0SA (IATA OPERATIONAL SAFETY AUDIT)

ISARP — Checklist Example

FLT 3.5.1 The Operator shall ensure that training facilities, devices and
course materials shall reasonably reflect the configuration of the fleet(s) for
which the respective training is being conducted (GM).

Documented Implemented Conformity
Oves ONo ON/A Oves ONo ON/A OYes ONo ON/A

Auditor Comments:

IOSA Operational Observation /Assessments

Operational Discipline Activities and Processes

Flight Operations « Line flight cockpit operations
Simulator session

Operational Control Flight Dispatch

Flight Planning
Flight Monitoring

Engineering and Maintenance AD/ASB process
Maintenance activities

Maintenance processes

Cabin Operations

Line flight cabin operations

Ground Handling Weight and balance calculation

Ground handling activities

Cargo Operations

Aircraft loading and unloading

Operational Security Baggage reconciliation
Pre-board / hold room screening
Aircraft access control

Preflight crew security briefing
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IOSA Documentation Review
Requirements

7 During an Audit, the degree to which IOSA standards are
documented and implemented by the Operator
becomes the basis for overall conformity or nonconformity
with ISARPs.

2 Therefore, it is critical that Auditors fully understand the
meaning and intent of these terms.

IATA Training & Development Institute 29

IOSA Documentation Review
Requirements

Documented
To determine conformity with ISARPs as documented:

2 An Auditor must be able to find the applicable IOSA specifications
published in a controlled document, such as a manual, handbook or
other similar publication, that comprises content that sanctioned by
the Operator.

2 A controlled document must also have an associated process for
revision and distribution that ensures appropriate operational
personnel always have access to the current version of the
document.

IATA Training & Development Institute 30
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IOSA Documentation Review
Requirements

Implemented

7 To determine conformity with ISARPs as implemented, an Auditor
must be able to determine that applicable IOSA specifications have
been established by the Operator using either of the following
means:

7 as an active and integral part of the Operator’s organization or
operations, or

7 as a contracted or outsourced operational function.
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IOSA Registry
71 The IATA Operational Safety Audit (IOSA) is the benchmark for
global safety management in airlines.

2 All IATA Members will need to have successfully undergone the
IOSA audit in order to achieve or maintain IATA Membership.

7 This demonstrates the commitment of IATA's Members to
safety and makes IATA membership a mark of quality.

71 I0SA Registry is a list of all current IOSA Operators

7 Registration term for IOSA is 24 months
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Session Summary

7 I0SA s an internationally recognized and accepted audit
program.

2 One of the important goals of the IOSA is to improve
operational safety and to set a new benchmark in aviation
safety.

2 The IOSA allows airlines to do the audit sharing easily and
thus reduce numbers of audits that airlines have to
conduct.
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Session Summary
7 10SAis an Audit standards only and it is not regulated.

7 The IOSA ISARPs is the basis of the audit and ISM is where
ISRPs is complied.

2 The Audit Organizations are accredited by IATA to conduct
IOSA audit.

7 The IOSA registry shows the list of all current IOSA
operators.
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Objective & Outline

Objective:

To provide an overall summary of the Aviation

Internal Auditor Course.

2 Summary of Good Practices in Managing Audit.

2 Summary of what Auditors must ‘Do” in Audit.

2 Overall summary of the Aviation Internal Auditor Course.
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Summary of Good Practices in Managing
Audit

As with all professions, an auditor’s auditing technique improves with
practice and auditors should be encouraged to develop their own style
and manner.

Some good personal attributes that an auditor should build on:

Summary of What Auditors must “Do” in
Audit

A Interview the person doing the job

2 Make frequent reference to your checklist

7 Make notes as you go

7 Be calm, courteous and in firm control at all times

ZEthical fair, truthful, honest and sincere 7 Seek facts, not inference
7Decisive reaching timely conclusions and firmness 2 Select your sample carefully
ZPerceptive  instinctively aware of and able to understand and can 2 Inform the auditee of a nonconformity promptly
easily adapt to changing situations 2 Be fair and honest and if you are wrong, admit it.
ZDiplomatic tactful in dealing with people.
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Overall Summary of the Aviation
Internal Auditor Course

2 A factual approach to decision-making is one of the quality
management principles. Managers need objective information to
make decisions relative to planning, allocation of resources and
to introduce process improvement.

IATA Training & Development Institute 5

Overall Summary of the Aviation
Internal Auditor Course

2 Audits can provide the necessary factual information. Good audit
reports from competent Auditors will show what improvement
initiatives have been successful and can be benchmarked in
others areas. They will also show what processes are not
effective, where breakdowns occur and if there are risks of
potential problems.

IATA Training & Development Institute 6
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Overall Summary of the Aviation Overall Summary of the Aviation
Internal Auditor Course Internal Auditor Course
7 Audits help top management to know how well business 2 I0SA is a common airline safety audit standard and have been
systems are doing in fulfilling the organization’s set goals. developed using the collective experience and best practices of
airlines, ICAO, and Regulatory Authorities from around the
world.

2 10SA is now recognized around the world as the benchmark
aviation safety audit program.
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