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Foreword

Quality Management Systems — Guidelines for the

application of ISO 9001:2000

in education

ISO (the International Organization for Standardization) is a worldwide federation of national standards bodies
(ISO member bodies). ISO's technical work is normally carried out through ISO technical committees in which
each 1ISO member body has the right to be represented. International organizations, governmental and non-
governmental, in liaison with 1SO, also take part in the work.

In order to respond to urgent market requirements, ISO has also introduced the possibility of preparing
documents through a workshop mechanism, external to its normal committee processes. These documents

are published by IS

as International Workshop Agreements. Proposals to hold such worksho

S may come

from any source ang
an ISO member bg
Agreements are app
permissible that cor
Workshop Agreeme

An International Wo
body designated by
further three years,

are subject to approval by the ISO Technical Management Board which als
dy to assist the proposer in the organization of the workshop. Interpation
roved by consensus amongst the individual participants in such workshops.
hpeting International Workshop Agreements exist on the same subject, an
nt shall not conflict with an existing ISO or IEC standard.

rkshop Agreement is reviewed after three years, under thé responsibility of
the Technical Management Board, in order to decide whether it will be co
transferred to an I1SO technical body for revision;~6r withdrawn. If the

p designates
bl Workshop
Although it is
International

the member
hfirmed for a
International

Workshop Agreement is confirmed, it is reviewed again after a further three years, at which time it must be

either revised by the|

Attention is drawn td

relevant ISO technical body or withdrawn.

the possibility that some of the elements. ofdhis International Workshop Ag

be the subject of patent rights. ISO shall not be held responsible*for identifying any or all such pat

International Worksl
2002, and hosted |
organizations in cha
Mexican 1ISO Comm
Committee for Star
facilitated by the Lat

The text which is in

op Agreement IWA 2 was approved at a workshop held in Acapulco, Mexic
y the General Bureau of Standards (DGN), with the support and coope

ittee, the Mexican Institute fop Standardization and Certification (IMNC) and
n-American Institute for'Quality (INLAC).

talics and not bexed represents the text approved at the workshop. For the

user, the 1ISO 9001 fequirements are-included in boxed text before the comparable clause in this

Workshop Agreeme

The text of 1ISO 900
ISO 9001 to enhanc

nt. Informatien:marked “NOTE” is for guidance in understanding or clarificatio

4 is alsoprovided to allow those users who wish to move beyond the req
b the_efficiency of their quality management system in pursuit of continual im

eement may
ent rights.

D, in October
ration of the

rge of coordinating the Mirror, Subcommittee for Quality Management Systeins within the

the National

dardization on Quality (Management Systems (COTENNSISCAL). The meeting was

benefit of the
International
.

uirements of
brovement of

performance. The IS

0.9004 text is in dashed boxes following the comparable clause.

This corrected version of IWA 2:2003 incorporates a second page to the Supplement, which was omitted by

mistake.
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Supplement

This proposal was prepared in Mexico during the workshop held in Acapulco, and was created under the
leadership of the National Committee for Standardization on Quality Management Systems
(COTENNSISCAL) with the participation of the following organizations:

ASECAD de México

Centro de Investigacion y Desarrolo de la Formacion para el Trabajo (CIDFORT)
Colegio de Calidad Empresarial, S.C.

Consultoria Profesional en Sistemas de Calidad

CAAP

CsC

Grupo Raloy
Instituto de Ciencias, Humanidades y Technologias de Guanajuato (ICYTEG)
Instituto Latipoamericano para la Calidad (INLAC)

Instituto Mexicano de Normalizacion y Certificacion (IMNC)

Instituto Politécnico Nacional (IPN)

— Centro de Estudios Cientificos y Tecnoldgicos No. 7 “Cuauhtémoc”
— Centro de Investigacion e Innovacion Tecnoldgica

— Division|de Metrologia, Normas y Calidad Industrial

— Unidad Profesional Interdisciplinaria de Biotecnologia

Instituto Tecnolégico de Oaxaca
Instituto Techoldgico y de Estudios Superiores de Monterrey (ITESM)
Qualitec Intefnacional, S.A. de C.V.

Secretaria dg¢ Educacién Publica (SEP)
— Coordinfcién de Asesores de la Subsecretaria de Educacion Superior e Investigacion Cientifica
— Coordinacién General de Universidades Tecnoldgicas
— Unidad Administradora del Proyecto para la Modernizacion de la Educacién Técnica y la Capacitacion

Sindicato Ndcional de Trabajadefes de la Educacién
Tecno-Ingenjeria Computacional, S.A. de C.V.

Universidad Nacional Auténoma de México, UNAM
— Facultad de Ingenieria

Universidad de Colima
Universidad [Tecnolégica de Tula Tepeji
Universidad Tecnoldgica Fidel Velazquez

Delegates and observers from the following countries and organizations participated during the workshop held
in Acapulco.

Delegates:

Argentina, Instituto Argentino de Normalizacién (IRAM)

Australia, Standards Australia International (SAI)

Brazil, Petrobras and DS

Canada, Canadian Center for Management Development

Colombia, Instituto Colombiano de Normalizacion Técnica y Calidad (ICONTEC)
Denmark, TQM I/S

Germany, DIN

México, COTENNSISCAL, IPN, SEP, INLAC and ITESM

© ISO 2003 — Al rights reserved \
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Spain, AENOR
Sweden, RFK AB

Quality Management Systems — Guidelines for the
application of ISO 9001:2000 in education

United Kingdom, British Standards Institution
United States, DPA Training and INFORM
Venezuela, FONDONORMA

Observers:

Centro de Investigacion y Desarrollo de la Formacion para el Trabajo (CIDFORT)

Colegio Nacional de
Det Norske Veritas

Educacion Profesional Técnica (CONALEP)

Instituto Argentino de Normalizacién (IRAM)
Instituto Chapultepec

Instituto de Ciencias
Instituto Latinoameri

, Humanidades y Tecnologias de Guanajuato (ICYTEG)
cano para la Calidad (INLAC)

Instituto Politécnico
— ESIME Azcapot
INTERPRO Consult
Secretaria de Educg
Secretaria de Educg
— Coordinacion G
— Direcciéon Gene
— Direcciéon Gene
— Direccién Gene
— Unidad Adminis|

‘lldb;Ul Idi

zalco

bres

cion del Estado de Tabasco

cion Publica

eneral de Universidades Tecnologicas

ral de Centros de Formacion para el Trabajo
ral de Educacién Tecnoldgica Agropecuaria
ral de Educacion Tecnolégica Industrial

Colegio de Posgradliados

TESCAP
Universidad ETAC
Universidad Naciond
— Facultad de Ing
Universidad Tecnolg
Universidad Tecnolg
Universidad Tecnold
Universidad Tecnolg

| Auténoma de México
Enieria

gica de Aguascalientes
gica de Tula Tepeji
gica de Tecamac

gica de Torredn

tradora del Proyecto para la Modernizacién de la Edueacion Técnica y la Capacitacion
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Quality management systems — Guidelines for the application
of ISO 9001:2000 in education

Introduction

ISO 9001:2000, Quality management systems — Requirements

implementation of an organization's quality management system is ififllenced by varyipg needs, particular
objectives, the products provided, the processes employed and the sizeland structure of the orgpnization. It is not the
intent of this [International Standard to imply uniformity in the structure.of quality management $ystems or uniformity
of documentgtion.

0.1 Genel;rl
The adoption of a quality management system should be a strategic decision of an organiza{on. The design and

The quality /management system requirements specified ip ‘this International Standard arg complementary to
requirementg for products. Information marked “NOTE” is for‘guidance in understanding or clafifying the associated
requirement.

This Internatjonal Standard can be used by internal'@nd external parties, including certification podies, to assess the
organization’s ability to meet customer, regulatory,and the organization's own requirements.

The quality management principles stated i ISO 9000 and ISO 9004 have been taken into corjsideration during the
development] of this International Standard:

0.1 General

The objective of this International Workshop Agreement is to provide guidelines to assist organizations that
provide educational.~products to implement an effective quality management system that meets the
requirements of ISO-9001:2000.

NOTE 1  The text of ISO 9004:2000 is provided without comment for those educational organizations that wish to go
beyond meeting the requirements of ISO 9001:2000 to enhance the efficiency of their quality management system. It is
well known that the cost of implementing an efficient and effective quality management system is a single cost whereas
the consequent benefits continue indefinitely. Educational organizations are encouraged to have a good understanding of
the I1SO 9004:2000 guidelines and the eight quality management system principles when implementing the quality
management system that suits their needs.

NOTE 2 To ensure that the overall cost of implementation is properly rewarded by the success of organization-wide
continual gain, the implementation should be planned and carried out as a project or programme of projects depending on
the size and individual circumstances of the educational organization.

The following general guidance is provided to help educational organizations to relate the concepts in ISO
quality management system standards to education practices.

A curriculum can specify what is expected to be learnt and how the learning is to be assessed. However, the
curriculum by itself does not ensure that needs and expectations will be met if deficient processes exist in
educational organizations. The need to prevent these deficiencies has led to the provision of this International
Workshop Agreement to help educational organizations implement a quality management system that is

© 1SO 2003 — Al rights reserved 1
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known to be effective. Continuing assessment of the curriculum and educational processes that support
instruction can ensure the effectiveness of the learning process. Internal quality audits provide verification of
the fulfilment of requirements, for example, stated claims of achievements

The quality management system should be the simplest one that works well. It need only be comprehensive
enough to meet the quality objectives for the educational organization. Quality control is an essential process
in a quality management system. Accurate measurement is not easy when assessing human performance,
and appraisal is usually conducted during the educational process.

ISO 9001:2000, Quality management systems — Requirements

0.2 Process approach

This International Standard promotes the adoption of a process approach when developing, imple‘lﬂenting and
improving the effectieness of a quality management system, to enhance customer satisfaction by meetjng customer
requirements.

For an organization tp function effectively, it has to identify and manage numerous linked agctivities. An
resources, and mangaged in order to enable the transformation of inputs into outpufs) can be con
process. Often the ofitput from one process directly forms the input to the next.

activity using
sidered as a

The application of a
these processes, ang

Eystem of processes within an organization, together with4he identification and irjteractions of
their management, can be referred to as the “process approach”.

An advantage of the
processes within the

brocess approach is the ongoing control that it provides over the linkage between the individual
system of processes, as well as over their combination and interaction.

When used within a quality management system, such an approachemphasizes the importance of
a)
b)
c)
d)

understanding ar]
the need to cons

d meeting requirements,

der processes in terms of added value;
obtaining results
continual improvg

pf process performance and effectivéness, and
ment of processes based on objective measurement.

The model of a pro
presented in clauses
inputs. Monitoring of
to whether the orga
requirements of this

NCOTE In addition, the
described as follows.

bess-based quality management system shown in Figure 1 illustrates the prod|
4 to 8. This illustration shows that customers play a significant role in defining req
customer satisfactionsrequires the evaluation of information relating to customer
jhization has met_the customer requirements. The model shown in Figure 1 ¢
nternational Standard, but does not show processes at a detailed level.

methodology known as “Plan-Do-Check-Act” (PDCA) can be applied to all processes. PDCA

ess linkages
Lirements as
erception as
bvers all the

can be briefly

©1S0 2003 — Al

Plan: establish the objectives and processes necessary to deliver results in accordance with customer regpirements and
the organizjatioh's-policies.

Do: implement the-processas

Check: monitor and measure processes and product against policies, objectives and requirements for the product and report
the results.

Act: take actions to continually improve process performance.

| rights reserved
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Continual improvement of
the quality management system

Management
responsibility

Interested
parties

Interegted Resource “gii?;srizfgigt,
parties management improvement

— — ¢ -L Satisfaction

W J

Input Product
o [realizationi>

Requirenents

Product

Output

Key

—— Value-adding activities

— — — = [nformation flow.

Figure 1 — Model of a process-based quality management systen

=4

0.2 Process approach ineducational organizations

Educational prganizations that provide educational products should define their processgs. These processes,
which are generally_ultidisciplinary, include administrative services and other forms of support, as well as

those concefning assessment, such as:

— a stratdgi¢’ process to determine the role of the educational organization in |the socio-economic

environment:

— provision of the teaching capability of the learning providers;
— maintenance of the working environment;

— developing, reviewing and updating study plans and curricula;
— admission and selection of applicants;

— student’s education follow-up and assessment;

— final assessment aimed to grant the student an academic degree, a degree that will be supported by a
diploma, acknowledgement, bachelor’s degree or certificate of competencies;

— support services for the teaching-learning process carried out for the satisfactory accomplishment of their
curricula, and support to the student until he/she can succeed in obtaining his/her academic degree or

certificate;
— internal and external communication; and

— measurement of educational processes.

© 1SO 2003 — Al rights reserved
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ISO 9001:2000, Quality management systems — Requirements
0.3 Relationship with ISO 9004

The present editions of ISO 9001 and 1SO 9004 have been developed as a consistent pair of quality management
system standards which have been designed to complement each other, but can also be used independently.
Although the two International Standards have different scopes, they have similar structures in order to assist their
application as a consistent pair.

ISO 9001 specifies requirements for a quality management system that can be used for internal application by
organizations, or for certification, or for contractual purposes. It focuses on the effectiveness of the quality
management system in meeting customer requirements.

ISO 9004 gives guidance on a wider range of objectives of a quality management system than does 1SO 9001,
particularly for the continual improvement of an organization's overall performance and efficiency, as well as its
effectiveness. 1SO 9ptd4—srecommended—as——a gu;dc for uluall;l_at;ul re—whose tup |||a||aH=|||c||t wieshes to move
beyond the requirements of 1ISO 9001, in pursuit of continual improvement of performance. Howeyer, it is not
intended for certificafion or for contractual purposes.

0.4 Compatibility with other management systems

This International Stﬂmdard has been aligned with ISO 14001:1996 in order to enhaneethe compatibillty of the two
standards for the berjefit of the user community.

This International Standard does not include requirements specific to other énanagement systems, siich as those
particular to environniental management, occupational health and safety mamagement, financial managgment or risk
management. HoweVYer, this International Standard enables an organization to align or integrate its| own quality
management system| with related management system requirements.*i{\is possible for an organization to adapt its
existing management system(s) in order to establish a quality.management system that complles with the
requirements of this |nternational Standard.

4 © 1SO 2003 — Al rights reserved


https://iecnorm.com/api/?name=70d7013e95a59be3eeabd16cf4674382

Quality Management Systems — Guidelines for the
application of ISO 9001:2000 in education

IWA 2:2003(E)

1 Scope

b)

NOTE

ISO 9001:2000, Quality management systems — Requirements

1.1 General

This International Standard specifies requirements for a quality management system where an organization

a) needs to demonstrate its ability to consistently provide product that meets customer and applicable regulatory
requirements, and

aims to enhance customer satisfaction through the effective application of the system, including processes for
continual improvement of the system and the assurance of conformity to customer and applicable regulatory
requirements.

In this International Standard, the term “product” applies only to the product intended for, or required by, a customer.

1 Scope

This Interna
educational

These guide
for use in co

Each clause
this IWA. TH
vision of the

|ISO 9004:2000, Quality management systems — ‘Guidelines for performance improy

|

1 Scope
|

| This Internati
i the effectiver]
jthe performg
Iproduct quali

: This Interna
managemen
Vnternational
:and other int|

IThis Interna
Iregulatory or

Dbrganizations providing educational products.

htracts for conformity assessment or for cetrtification.

continual performance improvement of organizations.

for educational organizations

jonal Workshop Agreement (IWA) provides guidelines for the application
ines do not add to, change or modify the requirements of4SO 9001:2000, &

of ISO 9001:2000, framed with a continuous soliddine; appears before the d
e whole text of ISO 9004:2000, framed with a~dashed line, is included to

cnal Standard provides guidelipngs beyond the reguirements given in 1SO 9001 in g
ess and efficiency of a quality.management system, and consequently the potenti
nce of an organization. WWhen compared to 1SO 9001, the objectives of custo
ty are extended to include the satisfaction of interested parties and the performanc

ional Standard s yapplicable to the processes of the organization and cons

principles ontwhich it is based can be deployed throughout the organizatio
Standard is'the achievement of ongoing improvement, measured through the sati
prested pariies.

ional_Standard consists of guidance and recommendations and is not inten
egntractual use, nor as a guide to the implementation of 1ISO 9001.

bf 1ISO 9001:2000 in

nd are not intended

orresponding text of
provide a complete

yements

rder to consider both |
al for improvement of |
mer satisfaction and |
e of the organization. I

equently the qualitj;rI
. The focus of this
faction of customers :

|
ded for certification, !

L e = -

ISO 9001:2000, Quality management systems — Requirements

1.2 Application

All requirements of this International Standard are generic and are intended to be applicable to all organizations,
regardless of type, size and product provided.

Where any requirement(s) of this International Standard cannot be applied due to the nature of an organization and
its product, this can be considered for exclusion.

Where exclusions are made, claims of conformity to this International Standard are not acceptable unless these
exclusions are limited to requirements within clause 7, and such exclusions do not affect the organization's ability, or
responsibility, to provide product that meets customer and applicable regulatory requirements.

© 1SO 2003 — Al rights reserved
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ISO 9001:2000, Quality management systems — Requirements
2 Normative reference

The following normative document contains provisions which, through reference in this text, constitute provisions of
this International Standard. For dated references, subsequent amendments to, or revisions of, any of these
publications do not apply. However, parties to agreements based on this International Standard are encouraged to
investigate the possibility of applying the most recent edition of the normative document indicated below. For undated
references, the latest edition of the normative document referred to applies. Members of ISO and IEC maintain
registers of currently valid International Standards.

ISO 9000:2000, Quality management systems — Fundamentals and vocabulary.

6 © 1SO 2003 — Al rights reserved
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ISO 9001:2000, Quality management systems — Requirements

3 Terms and definitions
For the purposes of this International Standard, the terms and definitions given in ISO 9000 apply.

The following terms, used in this edition of ISO 9001 to describe the supply chain, have been changed to reflect the
vocabulary currently used:

supplier =~ ————>  organization @———=>  customer

The term “organization” replaces the term “supplier” used in 1SO 9001:1994, and refers to the unit to which this
International Standard applies. Also, the term “supplier” now replaces the term “subcontractor”.

Throughout the text of this International Standard, wherever the term “product” occurs, it can also mean “service”.

3 Terms|and definitions in educational organizations

For the purppses of this IWA, the terms and definitions given in ISO 9000:2000-and the following apply.

3.1
customer
organization|(3.3.2) or person that receives a product (3.4.2)

[1SO 9000:2000]

EXAMPLE A customer can be a consumer (in education, generally a learner), a client or puychaser (in education,
generally a person or body funding the learner who may alse'bé the learner), an end-user (in eflucation, generally the
person or organization that benefits from the learning achieved by the learner).

3.2
interested party
person or group having an interest in the performance or success of an organization

[1SO 9000:2000]

EXAMPLE An interested party canbe a customer (3.1), parents’ association, other related educational organization
(3.5) or society.

NOTE A grdup can comprise an Organization, a part thereof, or more than one organization.

3.3
educationallprocess
process resyltingineducational product (3.4)

3.4
educational product
product concerned with education

NOTE An educational product generally involves the provision of a service that includes intellectual software of
information and some form of computer software or paper-based hardware assisting the transfer of information and
retention for continuing reference.

3.5
educational organization
organization that provides an educational product (3.4)

3.6
education provider
person who delivers an educational product (3.4) to learners

NOTE The education provider is referred to by customary titles which vary on national and educational hierarchical
grounds including for example, teacher, trainer, lecturer or professor.

© 1SO 2003 — Al rights reserved 7
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ISO 9001:2000, Quality management systems — Requirements
4 Quality management system
4.1 General requirements

The organization shall establish, document, implement and maintain a quality management system and continually
improve its effectiveness in accordance with the requirements of this International Standard.

The organization shall

a) identify the processes needed for the quality management system and their application throughout the
organization (see 1.2),

b) determine the seruannaand.ﬂmcﬂau.aﬂb&pmm
c) determine criteria and methods needed to ensure that both the operation and control of these pnlocesses are

effective,

d) ensure the availapility of resources and information necessary to support the operation and monitofing of these
processes,

e) monitor, measurg and analyse these processes, and

f) implement actiong necessary to achieve planned results and continual imprévement of these processes.

These processes shall be managed by the organization in accordance with the requirements of this [nternational
Standard.

Where an organizatipn chooses to outsource any process that affects product conformity with requifements, the
organization shall erfsure control over such processes. Contralof such outsourced processes shall pe identified
within the quality mapagement system.

NOTE Processes needed for the quality management system referred to above should include processes for| management
activities, provision of r¢sources, product realization and measurement.

4 Quality management system
4.1 General requirements in the educational organization

Due to the fundamehtal characterof this clause and the fact that it sets the basis for the rest of IBO 9001, the
guidelines are limited to the following:

a) educational organizations should define and manage those processes included in the educational design,
educational development, and the educational delivery processes, the procedures for implementation,
and the measurentent-ofresuits;

b) the conditions for the acceptance of the education at the time of delivery; and

c) continual improvement of these processes and provision of resources.

The educational organization should define very clearly the intended “organization” to which the proposed
quality management system is to apply. For example, is it to be a department or school within a larger
educational organization, an entire educational organization or all the educational organizations in a given
government or local government division.

Establishing the intent will help the educational organization to identify who serves as “top management” and
the nature of the systems and processes that have to be understood if continual improvement and customer
satisfaction are to be achieved.

They will also help to identify what services are delivered, which is essential in the identification and
separation of customers and other interested parties.

8 © 1SO 2003 — Al rights reserved
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An instructional quality management system should be understood in terms of the curriculum, a system of
learning processes, the organizational structure, responsibilities, processes, and resources that ensure the
quality of instruction. This includes most activities of the educational organization’s employees or appropriate
suppliers. Control of instruction may be exercised during the following processes:

a) instructional needs analysis;

b) instructional design;

c) instructional development;

d) delivery of instruction;

e) instructional evaluation;

f)  educational faculty organization development; and

g) operation of libraries, workshops, and laboratories

:ISO 9004:2000, Quality management systems — Guidelines for performance improyements

:4 Quality management system

:4.1 Managing systems and processes

'Leading and operating an crganization successfully requires man&ging it in a systematic [and visible manner.
I Success shquld result from implementing and maintaining a marfagement system that is depigned to continually !
limprove the jeffectiveness and efficiency of the organization's pétformance by considering thg¢ needs of interested |
| parties. Manpging an organization includes quality management’among other management digciplines. |
|
I Top management should establish a customer-oriented orfganization

|
a) by definipg systems and processes that can be glegarly understood, managed and improved in effectiveness as

I well as efficiency, and

|
|
|
|
|
Ib) by ensufing effective and efficient operation and control of processes and the measurgs and data used iol
1 determinle satisfactory performance of thigrorganization. 1
| |
| Examples of|activities to establish a customer-criented organization include 1
|
|
|
|
|
|
|
|

: — defining pnd promoting processes that lead to improved organizational performance,
| — acguiring and using progess/data and information on a continuing basis,
: — directing|progress taWwards continual improvement, and

| — using suftable matheds to evaluate process improvement, such as self-assessments and management review.

1
| Examples of|sélf-assessment and continual improvement processes are given in annexes A and B respectively.

© 1SO 2003 — Al rights reserved 9
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1ISO 9001:2000, Qu

ality management systems — Requirements

4.2 Documentation requirements

4.2.1 General

The quality management system documentation shall include

a)
b)
c)
d)

a quality manual,

and
e)

NOTE 1 Where the te|
established, documentq

records required

NOTE 2 The extent of|
a)
b)
c)

the size of organizg
the complexity of p
the competence of

NQOTE 3 The documer

4.2.2 Quality many

The organization shg
a) the scope of the
b) the documented

documented statements of a quality policy and quality objectives,

documented procedures required by this International Standard,

by this International Standard (see 4.2.4)

documents needed by the organization to ensure the effective planning, operation and control of its processes,

m “documented procedure” appears within this International Standard, this means that\the
d, implemented and maintained.

the quality management system documentation can differ from one organization te‘another
tion and type of activities,

ocesses and their interactions, and

personnel.

tation can be in any form or type of medium.

al

Il establish and maintain a quality manual thatincludes
uality management system, including details of and justification for any exclusion;
brocedures established for the qualitythanagement system, or reference to them,

c) a description of the interaction between the processes’of the quality management system.

4.2.3 Control of documents

Documents required
and shall be controllg

A documented proce
a) to approve docun
to review and upq

to ensure that ch

by the quality management system shall be controlled. Records are a special type
d according to the requirements given in 4.2.4.

dure shall be gstablished to define the controls needed
hents for adéquacy prior to issue,
late as necessary and re-approve documents,

bnges and the current revision status of documents are identified,

b procedure is

due to

5 (see 1.2),
and

of document

to ensure that relevant versions of applicable documents are available at points of use,
to ensure that documents remain legible and readily identifiable,

to ensure that documents of external origin are identified and their distribution controlled, and

retained for any purpose.

4.2.4 Control of records

to prevent the unintended use of obsolete documents, and to apply suitable identification to them if they are

Records shall be established and maintained to provide evidence of conformity to requirements and of the effective
operation of the quality management system. Records shall remain legible, readily identifiable and retrievable. A
documented procedure shall be established to define the controls needed for the identification, storage, protection,
retrieval, retention time and disposition of records.
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4.2 Documentation requirements

4.2.1

General

IWA 2:2003(E)

When planning a quality management system, educational organizations developing their quality manual
could include or make reference to issues other than the ones established by ISO 9001 (see ISO/TR 10013)
such as but not limited to:

the term

regulato

accredit

s and definitions required by the organization;

ry and organizational policies;

applicable laws and regulations;

the competencies of the teaching staff (educational providers);

tion and certification programmes;

study pl
competd

support

4.2.2 Doc

4.2.2.1 Q

The quality 1
and interact
applicable (
managemen

4.2.2.2 C

The purposd
continually u
establish a d

— for editin
which e

for man
serviceq

for controlling external documents, mainly the relevant regulations that should be con

bns and curricula;
bnce programmes, awareness, education, training and updating; and

services.

umentation in the educational organization
Lality manual

nanual should describe the scope of the educational organization’s quality 1
ons of its educational and support processes.”It should include, or conta
ocumented procedures required by 1SO9001 and other criteria upon
[ system is based.

bntrol of documents in the educational organization

of document control is to ehsure that documents from the quality mana
lpdated and are available-for-tise. To achieve this objective the educationa
ocumented procedure deseribing the arrangements:

g, reviewing and approving internal documents, including their identification é

nsure that.documents are available to the organization’s personnel; and

hging and-controlling the student’s legal documents, for ensuring the trace
and verifying the fulfilment of requirements in the established educational st

Documents

nanagement system
in, references to all
which the quality

gement system are
organization should

and revision status;

finuously updated;

bbility of educational
ages.

controlled (see 7.1).

Documents generated internally should be reviewed and approved for adequacy and conformity.

Information about the edition of textbooks or learning material, text supplements, workbooks or other
instruction resources should be controlled and traceable to the design and development process.

Procedures for course registration, formats for lesson plans, instructions on research report formats, eftc.
should be maintained to provide complete and current documents needed.

The document control system should include provisions for control of external document (for example, but not
limited to, legislation, rules, government circulars, accreditation regulations).

4.2.2.3

Control of records in the educational organization

A record provides information about the activities carried out in the organization, such as the results obtained
in each stage of the teaching/learning process (education provision).

© 1SO 2003 — Al rights reserved
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The educational organization should give attention to retention times and record disposal, generally well
established by legislation or regulation.

Student records and instructional records are typically maintained by educational organizations within the
guidelines of privacy protection, such as:

design report;

student perform

loss, damage, 0
complaints;

participation in 1
prerequisite sKi

copyright record

The specific requirg
defined in clauses 5

11ISO 9004:2000, Qu
|

14.2 Documentati
|

IManagement should
Imaintain the quality
Iprocesses.

|

IThe nature and exte
land the needs and
lorganization. Docum
|

lin order to provide d
Iconsider

|

1= contractual requi
1—
|
—
_
|
I_
|

acceptance of int

IThez; generation, use and control of documentation should be evaluated with respect to the effectiveness and

:efﬁciency of the orga
1— functionality (suc

| , ,
. user friendliness,

development report;
instructor certifications or qualifications;

impact evaluation;

ance records and instruction reviews;

evidence of completion (certificate, credit, diploma, etc.);

r unsuitable use of student supplied materials;

esearch;
s; and

s or permission to use information.

ments for records within an educational organization/quality managemen
to 8 by reference to 4.2.4.

fality management systems — Guidelines_ for performance improvements

DN

define the documentation, includipgthe relevant records, needed to establish, im
management system and to support an effective and efficient operation of the of

expectations of customers and other interested parties and should be appro
Entation may be ip-any form or medium suitable for the needs of the organization.

bcumentation“te satisfy the needs and expectations of interested parties manage

emepis_ from the customer and other interested parties,

ernational, national, regional and industry sector standards,

relevant statutory and regulatory requirements,
decisions by the organization,
sources of external information relevant for the development of the organization's competencies, and

information about the needs and expectations of interested parties.

nization against criteria such as

h as speed of processing),

I— resources needed,

|
|— bolicies and objectives,

12

system are

plement and !
ganization's |

ht of the documentation $hould satisfy the contractual, statutory and regulatory rgquirements, |
briate to thel

ment should |
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1
|— current a

f 1ISO 9001:2000 in education

nd future requirements related to managing knowledge,

. benchmarking of documentation systems, and

I— interfaces used by organization's customers, suppliers and other interested parties.

1Access to documentation should be ensured for people in the organization and to other interested parties, based on

1the organization's communication policy.

|
4.3 Use of quality management principles

|
To lead and operate an organization successfully, it is necessary to manage it in a systematic and visible manner.
I The guidance to management offered in this International Standard is based on eight quality management principles.

I These princi
I performance
I are listed be

oW

|
1 8) Customer focus

Crganizd
should

b) Leaders

Leaders

tions depend on their customers and therefore should understand ciiprent and fui
eet customer requirements and strive to exceed customer expectations.

hip

establish unity of purpose and direction of the organjzation. They should cres

internal

for the o

d) Process|
A desire

g) System

Identifyin
effective

Continug
organizal

g) Factual
Effective

nvironment in which people can become fully involveddn athieving the organizatig

c) Involvement of people

ganization's benefit.

approach

Approach to management

g, understanding and managing interrelated processes as a system contributes
ness and efficiency in achieving its objectives.

f) Continugl improvement

| improvement of_the organization's overall performance should be a permary
tion.

hpproach to'decision making
decisigns are based on the analysis of data and information.

IWA 2:2003(E)

tion toward improved |
ational Standard and |1
|

|
|
ure customer needs, |
|
|
|
te and maintain thel
n's objectives. 1
|
|

People af all levels are the essence of an organization andtheir full involvement enables their abilities to be used |

|
|
| result is achieved more efficiently when activities and related resources are mangged as a process. |
|
|

to the organization's |
|
|
|
ent objective of the

h) Mutually

bereficial supplier relationships

An organization and its suppliers are interdependent and a mutually beneficial relationship enhances the ability

I of both to create value.

I Successful use of the eight management principles by an organization will result in benefits to interested parties,

I'such as improved monetary returns, the creation of value and increased stability.

© 1SO 2003 — Al rights reserved
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5

ISO 9001:2000, Quality management systems — Requirements

5.1 Management commitment

Top management shall provide evidence of its commitment to the development and implementation of the quality
management system and continually improving its effectiveness by

Management responsibility

communicating to the organization the importance of meeting customer as well as statutory and regulatory
requirements,

establishing the quality policy,

ensuring that quality objectives are established,

conducting manarcrr:cnt reviews—and

ensuring the availability of resources.

5

5.1 Management commitment in the educational organization

Managemenit responsibility

Top management (3 person or a group of people who direct and contral~an educational organization at the

highest level) should identify the factors which satisfy the needs and expectations of the customer.

Top management should ensure that educational programmes>and processes comply with legal and

requlatory requirements for their certification or accreditation.

The main requirement of this clause is that top managementidentifies and shows their commitment to achieve

the development andl continual improvement of the quality‘management system.

Some strategies thaf could be used in educational organizations are:

organization quality policies;
communicating the quality management system plan throughout the organization; and

communication plan reviewing and_fellow-up.

Among other means, establishing_a.communication plan and ensuring its review and follow-up| ensures the
visibility of the commitment and values of top management which creates the proper environment|for:

14

establishing a quality policy that allows all the members of the organization to know thg vision and
mission with whijch topzmanagement has decided to manage the quality-related processes;

establishing qursflity objectives in order to realize aims and intentions, expressed in the qudlity policy, in
operating actiorts:

ensuring availability, as far as possible, of human and material resources, necessary for achieving the
objectives;

communicating to the whole educational organization, through its formal structure, the importance of
meeting the students/customer requirements, as well as the legal and regulatory requirements for the
educational service provided;

publication of organization bulletins for communicating the relevant quality-related matters as
performance quality objectives, giving feedback to students/customers; and

measuring the organization performance in order to monitor the fulfilment of the established policies and
objectives.

© 1SO 2003 — Al rights reserved
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|ISO 9004:2000, Quality management systems — Guidelines for performance improvements

15 Management responsibility

15.1 General guidance

1
15.1.1 Introduction

IWA 2:2003(E)

'Leadership, commitment and the active involvement of the top management are essential for developing and !
Imaintaining an effective and efficient quality management system to achieve benefits for interested parties. To !
lachieve these benefits, it is necessary to establish, sustain and increase customer satisfaction. Top management !
I should consider actions such as

— establishing a vision, policies and strategic objectives consistent with the purpose of the organization,

j— leading the organization by example, in order to develop trust within its people,

|— commun
I — participa
:— obtaining
j— identifyin
|— identifyin
I— creating
— provision
I Top manage
Idetermine w
:Methuds incl
— financial
I— measure
I_ external
— assessm

assessm
and

measure

Information d
review in ord

|
|
1
|
1—
|
|
: improvemen
|

cating organizational direction and values regarding quality and the quality manag
ing in improvement projects, searching for new methods, solutions and produgts,
feedback directly on the effectiveness and efficiency of the quality management s
g the product realization processes that provide added value to the organization,

0 the support processes that influence the effectiveness and efficiency of the reali
an environment that encourages the involvement and developmient of people, and
of the structure and resources that are necessary to suppart the organization's st

nether planned objectives have been achieved.

Lide

measurement,

ment of process performance throughout the organization,
measurement, such as benchmarking.and third-party evaluation,

ent of the perceptions of customers and other interested parties of performance

ment of other success factors identified by management.

erived from such measlurements and assessments should also be considered as i
br to ensure that gontinual improvement of the quality management system is the d|
of the arganization.

15.1.2 Issues to beconsidered

: When develd

ping-implementing and managing the organization's guality management system,

ment should also define methods for measurement{ef\the organization's performance in order to

ent of the satisfaction of customers,(people in the organization and other interesteI parties,

Brnent system,

ystem,

ration processes,

ategic plans.

f products provided,

nput to management
river for performance

management should

: consider the

quality management principles outlined in 4.3.

1 On the basis of these principles, top management should demonstrate leadership in, and commitment to, the

| following activities:

— promoting policies and objectives to increase awareness, motivation and involvement of people in the

— understanding current and future customer needs and expectations, in addition to requirements;

: arganization;

| — establishing continual improvement as an objective for processes of the organization;
I —

I—

planning

for the future of the organization and managing change;

setting and communicating a framework for achieving the satisfaction of interested parties.

1
1 In addition to small-step or ongoing continual improvement, top management should also consider breakthrough |

changes 1o processes as a way to improve the organization's performance. During such changes, management
should take steps to ensure that the resources and communication needed to maintain the functions of the quamyl

| managemen

t system are provided.

© 1SO 2003 — Al rights reserved
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1 1
1 Top management should identify the organization's product realization processes, as these are directly related to the |
| success of the organization. Top management should also identify those support processes that affect either the |
| effectiveness and efficiency of the realization processes or the needs and expectations of interested parties. I

I Management should ensure that processes operate as an effective and efficient network. Management should !
I analyse and optimize the interaction of processes, including both realization processes and support processes. !
| |
| Consideration should be given to I
| — ensuring that the sequence and interaction of processes are designed to achieve the desired results effectively 1
| and efficiently, |
|
|
I n " - " . maa " g

| — identifying and managing risks, and exploiting performance improvement opportunities,

— ensuring process inputs, activities and outputs are clearly defined and controlled, :
|
|

| — conducting data analysis to facilitate continual improvement of processes, I
|
|
|
|

— monitoring inputs and outputs to verify that individual processes are linked and operate effectively and efficiently,

| — identifying process owners and giving them full responsibility and authority,
— managing each grocess to achieve the process objectives, and

| — the needs and ejpectations of interested parties.
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customer sat

ISO 9001:2000, Quality management systems — Requirements

5.2 Customer focus

Top management shall ensure that customer requirements are determined and are met with the aim of enhancing

isfaction (see 7.2.1 and 8.2.1).

5.2 Customer focus in the educational organization

The educational organization top management should identify the needs and expectations of its customers to

fulfil them in

order to strive for their satisfaction.

Needs and expectations should be identified by taking into account that an educational organization has very

specific nee
particular ed

Customers'

requirementg
designs that
all requiremd

11SO 9004:2000, Quality management systems — Guidelines for performance improy

15.2 Needg and expectations of interested parties

1
15.2.1 Gene

'Euery organjzation has interested parties, each .pafty having needs and expectations. Ipterested parties of

:nrg anizations

|— customeqs and end-users,

people in

/s and expectations. [herefore, customers’ needs and expectations shou
Licational organization.

requirements are often implied. They should be defined and--docume

that include well-defined learning outcomes and specified performance ing
should be reviewed at the proposal stage and, as a minimum, ahnually ther
nts are met and are aligned with the organization’s objectives.

include

the organization,

15.2.2 Need

ownersl
interast i

suppliers
society i

|
The succesd

veslors (such as shareholders, individuals or groups, including the public sector,
the arganization),

and partners, and

E and expectations

of the organization depends on understanding and satisfying the current an
of\pfesent and potential customers and end-users, as well as understanding and

terms of the cammunity and the public affectad by the organization or its producty.

H be defined by the

nted as curriculum
icators, instructional
eafter to assure that

yements

that have a specific

d future needs and
considering those of

expectations,

:other interested parties.

IIn order to understand and meet the needs and expectations of interested parties, an organization should

|— translate
I— communi

|
. focus on

1 To satisfy customer and end-user needs and expectations, the management of an organization should

:— understand the needs and expectations of its customers, including those of potential customers,

. identify its interested parties and maintain a balanced response to their needs and expectations,

identified needs and expectations into requirements,
cate the requirements throughout the organization, and

process improvement to ensure value for the identified interested parties.

|— determine key product characteristics for its customers and end-users,

I_ identify a
|

nd assess competition in its market, and

1— identify market opportunities, weaknesses and future competitive advantage.

© 1SO 2003 — Al rights reserved
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| Examples of customer and end-user needs and expectations, as related to the organization's products, include

conformity,
dependability,
availability,
delivery,
post-realization a
price and life-cycl
product safety,
product liability, a

environmental im

I The organization sh

ldevelopment. Such
1
| The organization sh

! Management should
lorder to create valug|
las gains and losses.

:— identify key suppl
I— jointly establish a|
:— jointly establish g
I set goals to secu
:In considering its reld
demonstrate resq
consider environ
identify applicabl

identify the currg
products, process

|
15-2.3 Statutory ang

I'Management should
lapply to its product
Imanagement system|

4

!

B, pfocesses and activities and should include such reguirements as part o

Quality Management Systems — Guidelines for the

application of ISO 9001:2000

ctivities,

e costs,

nd
pact.

in education

consider the potential benefits of establishing partnerships with suppliers to the org
for both parties. A partnership should be based on a joint strategy, sharing knowl
\When establishing partnerships, an arganization should

ers, and other organizations, as potential partners,

clear understanding of customers’ needs and expectations,

clear understanding of the partners' needs andexpectations, and

e opportunities for continuing partnerships.

tionships with society, the organization should

onsibility for health and safety,

ental impact, including consepvation of energy and natural resources,
statutory and regulatory reguirements, and

nt and potential impacts on society in general, and the local community in par
es and activities.

regulatory regquirements

ensure-that the organization has knowledge of the statutory and regulatory requi

Cansideration should also be given to

Id identify its people's needs and expectations for recognition, work satisfactiof; Jind personal !
aftention helps to ensure that the involvement and motivation of people are asstrong

as possible. |
|

buld define financial and other results that satisfy the identified needs’ and expectations of |
jowners and investors.

anization, in !

Edge as well !

ticular, of its

rements that !

the quality !
|

:— the promotion of ethical, effective and efficient compliance with current and prospective requirements,

|— the benefits to int

erested parties from exceeding compliance, and

I— the role of the organization in the protection of community interests.

18

© 1SO 2003 — Al rights reserved


https://iecnorm.com/api/?name=70d7013e95a59be3eeabd16cf4674382

Quality Management Systems — Guidelines for the
application of ISO 9001:2000 in education

IWA 2:2003(E)

a)
b)

is approp

c)
d)

e)

provides a

ISO 9001:2000, Quality management systems — Requirements

5.3 Quality policy

Top management shall ensure that the quality policy

riate to the purpose of the organization,

includes a commitment to comply with requirements and continually improve the effectiveness of the quality
management system,

framework for establishing and reviewing quality objectives,

is communicated and understood within the organization, and

is reviewed for continuing suitability.

5.3 Quali
Quality polic}

The quality
other policie
implemented

The educatii
decision-ma

11SO 9004:2000, Quality management systems — Guidelines for performance improy

I
15.3 Qualit]

|
; Top manage
I performance,

1An organizal

Istrategy.
I

1 In establishir
 J—
I_
I
I_
I

the level
the expe
the devel
the need

fy policy in the educational organization
should be documented.

policy should be consistent with professional standards, government rules
5 of the educational organization. Managers should ensuré. that the quality |
, and maintained by the organization.

bnal organization top management should use the\quality policy for guid|
ing of the personnel involved in the continual improvement of the educationa

y policy

ment should use the guality policias a means of leading the organization towar|
ion's quality policy should(be an equal and consistent part of the organization's

g the quality policy/(top management should consider

and type of futuresimprovement needed for the organization to be successful,
cted or desiféd \degree of customer satisfaction,

ppmentQfpeople in the organization,

5 and expectations of other interested parties,

|
The quality p

the resoyrces needed o go beyond IS 9001 requirements, and

ond regulations, and
bolicy is understood,

ing and leading the
process.

yements

d improvement of its

overall policies and

the potential contributions of suppliers and partners.

olicy can be used for improvement provided that

it is consistent with top management's vision and strategy for the organization's future,
it permits quality objectives to be understood and pursued throughout the organization,

it is effectively formulated and efficiently communicated.

As with other business palicies, the quality policy should be periodically reviewed.

© 1SO 2003 — Al rights reserved
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achievement of objectives,

it aids in promoting a commitment to quality throughout the organization, with clear leadership by top|
management,
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5.4 Planning

ISO 9001:2000, Quality management systems — Requirements

5.4.1 Quality objectives

Top management shall ensure that quality objectives, including those needed to meet requirements for product [see
7.1 a)], are established at relevant functions and levels within the organization. The quality objectives shall be
measurable and consistent with the quality policy.

5.4 Planning
5.4.1

Quality objectives in the educational organization

Objectives should B
system, besides bei

Quality objectives s
specifications, and if

r

I
I
I5.4 Planning
I

| 5.4.1 Quality objedtives

I The organization's sf
I Top management sh
I objectives should bj
| management. When

current and futur
relevant findings
current preduct g
levels of satisfaci
self-assessment
benchmarking, cf
resources neede

The quality objective|
achievement. Resp

e measurable and pertinent to the activities and processes of the quality
ng aligned with the organization’s quality policy.

hould be integrated in the educational organizations’ overall objectives, su
iclude performance measures or indicators.

puld establish these objectives, leading to-improvement of the organization's perfo
e capable of being measured in ordér to facilitate an effective and efficien

b needs of the organization and\the markets served,
from management reviews,

ISO 9004:2000, Quiality management systems — Guidelines for performance improvement$

rategic planning and the quality policy provide-a framework for the setting of quali

establishing these objectives, management should also consider

nd process performance,

ion of interested parties,

results,

bmpetitor analysis, opportunities for improvement, and
H to meet.the tbjectives.

E should e communicated in such a way that people in the organization can contiibute to their

nsibility for deployment of quality objectives should be defined. Objectives
ed and revised as necessary.

management

bport service

y objectives. |
mance. Thel
t review byl

should be

systematically review
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a)

b)

ISO 9001:2000, Quality management systems — Requirements

5.4.2 Quality management system planning

Top management shall ensure that

the planning of the quality management system is carried out in order to meet the requirements given in 4.1, as
well as the quality objectives, and

the integrity of the quality management system is maintained when changes to the quality management system
are planned and implemented.

5.4.2 Quality management system planning in the educational organization

Quality man
educational

11SO 9004:2000, Quality management systems — Guidelines for performance improy
1

15.4.2 Quality planning

1

| Managemen} should take responsibility for the quality planning of thelafganization. This plan

j defining  they
| Ffequirementy

Vinputs for eff
|

strategie]
defined
defined
evaluatid
evaluatid
evaluatid
lessans |
indicated
related ri

Outputs of g

|
|
|
|
|
|
|
: in terms suc
| — skills ang

| — responsi

hgement system planning Should consist of the aclivities and resources ne
Drganization’s objectives. For examples refer to ISO 9004.

processes needed to meet effectively and efficien{ly/the organization's gu
consistent with the strategy of the crganization.
Bctive and efficient planning include
5 of the organization,
rganizational objectives,
eeds and expectations of the customersand other interested parties,
n of statutory and regulatory requirements,
n of performance data of the products,
n of performance data of pfogesses,
earned from previous experience,
opportunities for impravement, and
sk assessment and mitigation data.
Liality plannifig.for the organization should define the product realization and suppd
1 as
knowledge needed by the organization,

hillty and authority for implementation of process improvement plans,

eded to achieve the

yements

ning should focus on
ality objectives and

rt processes needed

needs fol
needs fol

resources needed, such as financial and infrastructure,
metrics for evaluating the achievement of the organization's performance improvement

r improvement including methods and tools, and
r documentation, including records.

I Management should systematically review the outputs to ensure the effectiveness and efficiency of the processes of
I the organization.
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ISO 9001:2000, Quality management systems — Requirements
5.5 Responsibility, authority and communication

5.5.1 Responsibility and authority

Top management shall ensure that responsibilities and authorities are defined and communicated within the

5.5 Responsibility, authority and communication

5.5.1 Responsibility and authority in the educational organization

The educational ord

cture, with a

focus on processes [which support the development and deployment of the quality management|system. This
should include resppnsibility and authority delegation per functional area of the personhél-inyolved in the

quality management| system processes.

11SO 9004:2000, Quiality management systems — Guidelines for performance improvement$

15.5 Responsibilify, authority and communication

15.5.1 Responsibility and authority

|
i Top management shpuld define and then communicate the respongibility and authority in order to implement and |

I'People throughout the organization should be given responsibifities and authority to enable them to confribute to the !
lachievement of the qpality objectives and to establish their involvement, motivation and commitment.

maintain an effective [and efficient quality management system. I

22
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5.5.2 Mana

a)
b)

c)

guality manag

ISO 9001:2000, Quality management systems — Requirements

gement representative

Top management shall appoint a member of management who, irrespective of other responsibilities, shall have
responsibility and authority that includes

ensuring that processes needed for the quality management system are established, implemented and
maintained,

reporting to top management on the performance of the quality management system and any need for
improvement, and

ensuring the promotion of awareness of customer requirements throughout the organization.

NOTE The responsibility of a management representative can include liaison with external parties on matters relating to the

5.5.2 Manlagement representative in the educational organization

The educatidg
1ISO 9001:20
implementeq
implementat

nal organization should assign a person(s) the responsibility far\.ensuring tha
00 are met on an on-going basis and that the guidance' provided in
. This person should know the contents of these standards - and be availab

11SO 9004:2000, Quality management systems — Guidelines for performance improy

|
15.5.2 Mana

|
A managem

evaluate and
operation an
and commur
system.

pement representative

bnt representative should be appointed @nd given authority by top management
coordinate the quality management-aystem. This appointment is o enhance g
1 improvement of the quality managément system. The representative should repo
icate with customers and otherlinterested parties on matters pertaining fo the

t the requirements of
this IWA is being
e for advice on their

yements

to manage, monitor,
ffective and efficient
t to top management
quality management
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ISO 9001:2000, Quality management systems — Requirements

5.5.3 Internal communication

Top management shall ensure that appropriate communication processes are established within the organization
and that communication takes place regarding the effectiveness of the quality management system.

5.5.3 Internal communication in the educational organization

The educational organization top management should ensure that there are communication processes
vertically, at the different organization levels, as well as horizontally, through different areas and departments,
in order to share information related to the effectiveness of the quality management system.

11SO 9004:2000, Quiality management systems — Guidelines for performance improvemerits

15.5.3 Internal communication

|
; The management (

communicating the guality policy, requirements, objectives and accomplishments. Providing such inform

in the organization's
objectives. Managen
: a means of involving

I Activities for commu
— management-led
| — team briefings ar|
I — notice-boards, in
— audio-visual and

| — employee survey|

f the organization should define and implement an effectivecand efficient

performance improvement and directly involves its people~in the achieveme
ent should actively encourage feedback and communicatiafy from people in the org
them.

icating include, for example

communication in work areas,

d other meetings, such as for recognition of achievement,
house journals/magazines,

electronic media, such as email and wabsites, and

5 and suggestion schemes.

process for
ation can aid
nt of guality
janization as
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ISO 9001:2000, Quality management systems — Requirements
5.6 Management review

5.6.1 General

Top management shall review the organization's quality management system, at planned intervals, to ensure its
continuing suitability, adequacy and effectiveness. This review shall include assessing opportunities for improvement
and the need for changes to the quality management system, including the quality policy and quality objectives.

Records from management reviews shall be maintained (see 4.2.4).

5.6 Management review in the education sector

5.6.1 Gen

The educati
periodically,

requirements

corrective ag

A review of 1
and suppori
improvemen

:ISO 9004:2000, Quality management systems — Guidelines for performance improy

Lzral

bnal organization top management should carry out the quality managel

according to the organization's needs, in order to assess the effectivenes
and indicators of the quality management system, and should estab
tions for identified or potential nonconformities.

he quality management system should include the scheduled periodic revie

fs. This list is neither exhaustive nor prescriptive. Records of these reviews sh

:5.6 Mana

: 5.6.1 Gen

I Top manage
| efficiency of
| evaluates thi
j open discus

!'To add valu
I realization a
of review sh
I qutputs that
I should provi

I

ement review

ment should develop the magagement review activity beyond verification of t
the gquality management sySigm into a process that extends to the whole organiz
p efficiency of the system.. Management reviews should be platfarms for the exchan
ion and evaluation of.{he inputs being stimulated by the leadership of top manage

e to the organization’from management review, top management should contro
d support processes by systematic review based on the guality management pring
ould be determined by the needs of the organization. Inputs to the review prog
Extend beyond the effectiveness and efficiency of the quality management system.
e datafor-ose in planning for performance improvement of the organization.

systems, customer satisfaction, assessment criteria, evaluation results

nent system review

5 in the fulfilment of
ish preventive and

w of the instructional
, and documented
ould be kept.

yements

e effectiveness and|
tion, and which also |
ge of new ideas, with |
ment. I

the performance of !
tiples. The frequency !
ess should result in!
Dutputs from reviews !
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The input to management review shall include information on

process performance and product conformity,

ve and corrective actions,

from previous management reviews,

changes that could affect the quality management system, and

1ISO 9001:2000, Qu
5.6.2 Review input
a) results of audits,
b) customer feedback,
c)

d) status of preventi
e) follow-up actions

f)

g) recommendation

5 for iImprovement.

5.6.2 Review inp

Input information to
customers, and also

comparative sty

status of follow-

proposals for im

A review of the qua
and support proced
improvements. This

r
11SO 9004:2000, Quiality management systems~- Guidelines for performance improvements

|
15.6.2 Review input

:Inputs to evaluate ¢
Icuslomer and other i

|— status and results

status of managdg

feedback on the §

Ut in the educational organization

hssess the quality management system effectiveness shouldeonsider the sty
for example:

dies with other organizations, e.g. benchmarking;
1Ip actions on graduates; and

provement/changes.

ity management system should include the scheduled periodic review of the
ses, customer satisfaction, assessment ‘criteria, evaluation results, and
ist is neither exhaustive nor prescriptive.

fficiency as well as~effectiveness of the quality management system should
nterested parties @nd-“should include

of quality objegtives and improvement activities,

ment revigwaction items,

results of audits and self~assessment of the organization,

afisfaction of interested parties, perhaps even to the point of their participation,

dents and/or

educational
documented

tonsider the

relevant statutory

market-related factors such as technology, research and development, and competitor performance,
results from benchmarking activities,

performance of suppliers,

new opportunities for improvement,

control of process and product nonconformities,

marketplace evaluation and strategies,

status of strategic partnership aclivities,

financial effects of quality related activities, and

other factors which may impact the organization, such as financial, social or environmental conditions, and

and regulatory changes.
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ISO 9001:2000, Quality management systems — Requirements

5.6.3 Review output
The output from the management review shall include any decisions and actions related to
a) improvement of the effectiveness of the quality management system and its processes,

b) improvement of product related to customer requirements, and

needs.

5.6.3 Review output in the educational organization

The educatii

nal _orqganization ton manaqgement.as a result of reviewing the quality m
7 T ~7 7 7 T 7

anagement system,

should:

establis
teaching

revise o

ISO 9004:2000, Quality management systems — Guidelines for performance improy

h improvement parameters for the processes of the educational ~organi
-learning; and

I perform again the design review when a textbook or interactive learning prog

|5.6.3 Revi
I By extendi

s
I managemen} review can be used by top management as_jdputs to improvement processes. WF
process as a powerful tool in the identification of opportunities for performanc

1 use this revi

I organization| The schedule of reviews should facilitate-tfre timely provision of data in the contex
| for the organjization. Selected output should be comnidnicated to demonstrate to the people in
| the management review process leads to new objectives that will benefit the organization.

| Additional of
| — performg
— performd
appraisa
strategie]
loss prey

informati

I Records sho

litself, in order

w output

management review beyond vwerification of “the quality management sy

tputs to enhance efficiency include, for example

nce objectives for productsand processes,

nce improvement objectives for the organization,

of the suitability ofthe-organization's structure and resources,
E and initiatives formarketing, products, and satisfaction of customers and other in
ention and mitigation plans for identified risks, and

bn for strategic planning for future needs of the crganization.

uld-be sufficient to provide for traceability and to facilitate evaluation of the managg
folensure its continued effectiveness and added value to the organization.

zation, for example

yramme is changed.

yements

m, the outputs of!
p management can |
improvement of the |
of strategic planning 1
the organization how |
|

terested parties,

|
|
|
|
|
|
|
|
|
|
ment review process :
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ISO 9001:2000, Quality management systems — Requirements

nagement

6.1 Provision of resources

The organization shall determine and provide the resources needed
a) to implement and maintain the quality management system and continually improve its effectiveness, and

b) to enhance customer satisfaction by meeting customer requirements.

6 Resource management

6.1 Provisiono

The organization pr
for the performanc
availability for effec
enhancing customer|

a)

establish inform

b) perform resourd
c) carry out the fol
d) provide the re

employees and

11SO 9004:2000, Quiality management systems — Guidelines for performance improvements

I
16 Resourcem

|
16.1
: 6.1.1 Introduction

I Top management sh
I of the organization's
| improvement of the
| Resources may be p
1 and financial resourg

|
|6.1.2 Issues to be

1
General guidance

viding educational services should establish arrangements for identifying-reg
of the teaching-learning processes. The organization should also ens

ive functioning of the quality management system, as well as providing 1

satisfaction by meeting customer requirements. The organization/Should:

ation inputs for detecting the needs for resources;
e planning at a short, medium and long term;
ow-up of verification and assessment tasks; and

sources to communicate effectively to the instruction staff, the adminis
customers.

agement

buld ensure that the résources essential to the implementation of strategy and the
objectives are identified and made available. This should include resources for o
quality management system, and the satisfaction of customers and other interg
eople, infrastrugture, work environment, information, suppliers and partners, natu
es.

considered

ource needs
ire resource
esources for

trative staff,
1
[
[
[
[
1

|
achievement |
peration and |
sted parties. |
al resources |
|

I Consideration should

De given 1o resources 10 Improve the periormance of the arganizalion, such as

|
— effective, efficient and timely provision of resources in relation to opportunities and constraints,

I— tangible resources such as improved realization and support facilities,

planning for futur

intangible resources such as intellectual property,
resources and mechanisms to encourage innovative continual improvement,
organization structures, including project and matrix management needs,

information management and technology,
enhancement of competence via focused training, education and learning,
— development of leadership skills and profiles for the future managers of the organization,

use of natural resources and the impact of resources on the environment, and

e resource needs.
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ISO 9001:2000, Quality management systems — Requirements
6.2 Human resources

6.2.1 General

Personnel performing work affecting product quality shall be competent on the basis of appropriate education,
training, skills and experience.

6.2 Human resources in the educational organization

6.2.1 General

The educatifnal organization should plan a personnel system to maintain and improve the competence of
teaching and supporting personnel.

Competence may include elements such as:
— adaptatipn of curricula to accommodate scientific and technological changes;

— assessment of student achievement and organization effectiveness. based on fulfiilment of educational
goals; apd

— ensuring staff competence for carrying out their functions.

Customers need to be assured that the educational organization has the qualified ingtructional personnel
needed to meet students' instructional requirements. Qualification may include academic degrees held by
instructors, gmployment history, special courses or certificates, and in-service training, which should be a part
of the quality records.

11ISO 9004:2000, Quality management systems — Guidelines for performance improyements
|

16.2 Peopl
|

16.2.1 Involyement of people
|
(Managemen} should improve both the effectiveness and efficiency of the organization, ihcluding the quality

ymanagemenf system, through_the involvement and support of people. As an aid to achieying its performance |
Iimprovemenl objectives, the\arganization should encourage the involvement and development f its people I

W

I— by providing ongoingraining and career planning,
|
|
I— by establjshing individual and team objectives, managing process performance and evaluafjng results,
|
|
I— by recognizing and rewarding,
|
|
I— by continually reviewing the needs of its people,
|
|
I— by ensuring effective teamwork,

— by definipg theifresponsibilities and authorities,

— by facilitating involvement in objective setting and decision making,
— by facilitating the open, two-way communication of information,

— by creating conditions to encourage innovation,

— by communicating suggestions and opinions,

I— by using measurements of its people's satisfaction, and

— by investigating the reasons why people join and leave the organization.
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6.2.2 Competence,

a)
b)
c) evaluate the effec

d)

e)

maintain appropri

The organization shal

provide training or

ISO 9001:2000, Quality management systems — Requirements

awareness and training

determine the necessary competence for personnel performing work affecting product quality,

take other actions to satisfy these needs,

tiveness of the actions taken,

ensure that its personnel are aware of the relevance and importance of their activities and how they contribute to
the achievement of the quality objectives, and

ate records of education, training, skills and experience (see 4.2.4).

6.2.2 Competenc

Top management s
awareness, and trg
activities.

The educational org

carry out syste
current personn|

determine the n
ensure that tead

keep records of]

Records should sho

:ISO 9004:2000, Qu|

16.2.2 Competence, awareness and training

16.2.2.1 Competend

|
 Management should

| Organization. Manag
I compared to the com

I Consideration of the

e, awareness, and training in the educational organization

hould provide teaching and supporting staff with information on how their
ining are aligned with their responsibilities, authorities, and \a@cademic-g

hnization should:

natic actions for detecting competence needs by comparing curricula requi
el competencies;

ped for training, or other activities to close any competence gaps;
hers operate with current and harmonised €valuation criteria;, and

academic and administrative staff competence. (See 4.2.4 of ISO 9001:2000

W a periodic review of training needs and their outcome.

fality management systems — Guidelines for performance improvements

ensure thatthe necessary competence is available for the effective and efficient op
ement should consider analysis of both the present and expected competent
petence already existing in the organization.

neéd for competence includes sources such as

competence,
dministrative

rements with

pration of the |
te needs as

16.2.2.2 Awareness

future demands r

anticipated mana

evaluation of the

|
1 Planning for education and training needs should take account of change caused by the nature of the organization's

| processes, the stage

' The objective is to provide people with knowledge and skills which, together with experience, improve their

I competence.

30

elated to strategic and operational plans and cbjectives,

gement and workforce succession needs,

— changes to the organization's processes, tools and equipment,

competence of individual people to perform defined activities, and

statutory and regulatory requirements, and standards, affecting the organization and its interested parties.

and training

s of development of people and the culture of the organization.
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1 1
I Education and training should emphasize the importance of meeting requirements and the needs and expectations |
1of the customer and other interested parties. It should also include awareness of the consequences to thel

I organization and its people of failing to meet the requirements. I
| |
1 To support the achievement of the organization's objectives and the development of its people, planning for

1 education and training should consider I
— experience of people,

| — tacit and explicit knowledge,

I — |eadership and management skills,

planning and improvement tools,

teambuilding,

problem Eoving,

culture ale social behaviour,

knowled

— commun|cation skills,
— e of markets and the needs and expectations of customers and othetinterested parties, and

creativity and innovation.

To facilitate the involvement of people, education and training also include
the vision for the future of the organization,

the arganization's policies and objectives,

organizafional change and development,

benefits from creativity and innovation,
the arganization's impact on society,
introductpry programmes for new peoplg;and

periodic fefresher programmes for peaple already trained.
Training plar|s should include

objectives,
programnes and methods,

resourcels needed,

identifinTinn ofnecessary internal support,
evaluation In terms of enhanced compelence of people, an

measurement of the effectiveness and the impact on the organization.

|
; The education and training provided should be evaluated in terms of expectations and impact on the effectiveness
j and efficiency of the organization as a means of improving future training plans.

|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
the initiafion and implementation of improvement processes, :
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
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6.3 Infrastructure

The organization shall determine, provide and maintain the infrastructure needed to achieve conformity to product
requirements. Infrastructure includes, as applicable

a) buildings, workspace and associated utilities,

b) process equipment (both hardware and software), and

c) supporting services (such as transport or communication).

6.3 Infrastructure in the educational organization

The educational ornganization should establish arrangements to identify the specific inffasfructure and
equipment needed tp achieve conformity to product requirements.

The organization should define responsibilities and authorities for carrying out bidding,) purchase, reception,
storage, safequardirlg, installation, usage, and maintenance activities.

The educational organization should determine programmes for planning, providing and majntaining the
necessary infrastrucfure, and for analysing the associated risks regarding people security and hygiene.

Infrastructure includgs, when applicable:
a) buildings, workihg spaces: classrooms, laboratories, workshops, Jibraries, green areas;

b) associated servjces, such as
—  water,
— electric curfent with the proper installations,
— gases and fuels including those needed for instrtumental usage,
— health services;

c) equipment for the teaching-learning processithis includes accessories, supplies and consumiables; and

d) support servicels, such as transport, bookstore, school items, cafeterias, refectories and | créeches, as
necessary.

If the materials and|facilities to be Gsed in instruction have not been developed according to this guideline,
then resources shoyld be available.which describe the prerequisites, objectives, standards for gssessments,
instructional strategles, necesSary controls, and arrangements for all the materials and facilities used for
instruction.

[
16.3 Infrastructure

and expectations of interested parties. The infrastructure includes resources such as plant, workspace, tools and
quuipment. support services, information and communication technology, and transport facilities.

IThe process to define the infrastructure necessary for achieving effective and efficient product realization should
linclude the following:
|

|
|
|
| |
IManagement should define the infrastructure necessary for the realization of products while considering the needs I
|
|
|
|

a) provision of an infrastructure, defined in terms such as objectives, function, performance, availability, cost, safety, :

security and renewal; :

1b) development and implementation of maintenance methods to ensure that the infrastructure continues to meet the |
I organization's needs; these methods should consider the type and frequency of maintenance and verification of |
| Ooperation of each infrastructure element, based on its criticality and usage:; I
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1 1
1c) evaluation of the infrastructure against the needs and expectations of interested parties; I

'd} consideration of environmental issues associated with infrastructure, such as conservation, pollution, waste and !
recycling. !
|

INatural phenomena that cannot be controlled can impact the infrastructure. The plan for the infrastructure should |
1consider the identification and mitigation of associated risks and should include strategies to protect the interests of |
jinterested parties. I
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6.4 Work environment

The organization shall determine and manage the work environment needed to achieve conformity to product
requirements.

6.4 Work environment in the educational organization

An instruction plan should require that conditions for learning include safe classrooms, offices, laboratories,
dormitories, and common spaces, free of health hazards and physical distractions. Supporting services should
reinforce learning and not interfere with the learning process. Educational organizations should consider the
learning environment and conditions for-off campus learning environments.

:ISO 9004:2000, Quality management systems — Guidelines for performance improvement$ :
:6.4 Work enviroriment :
I Management should ensure that the work environment has a positive influence son>motivation, sat|sfaction and|1
| performance of people in order to enhance the performance of the organization. Creation of a guitable work |
| environment, as a cgmbination of human and physical factors, should include corsideration of I

I_ creative work miethods and opportunities for greater involvement tcdfedlize the potential of people in the!

I organization, I
|
safety rules and guidance, including the use of protective equipment;

— ergonomics,
— workplace locatign,
— social interaction
— facilities for peaple in the organization,
— heat, humidity, light, airflow, and

|
|
|
|
|
|
|
|
| hygiene, cleanlingss, noise, vibration and pollution.
|

|
6.5 Information

I Management should treat datayas a fundamental resource for conversion to information and the continuall
I development of an prganization’s knowledge, which is essential for making factual decisions and dan stimulate !
linnovation. In order tp manage hformation, the organization should |

— identify its informjation needs,

| — identify and ac
— convert information to knowledge of use to the organization,

| — use the data, information and knowledge to set and meet its strategies and objectives,
| — ensure appropriate security and confidentiality, and

— evaluate the benefits derived from use of the information in order to improve managing information and
knowledge.

:6.6 Suppliers and partnerships

| Management should establish relationships with suppliers and partners to promote and facilitate communication with |
ithe aim of mutually improving the effectiveness and efficiency of processes that create value. There are various |
jopportunities for organizations to increase value through working with their suppliers and partners, such as I

I_ optimizing the number of suppliers and partners, !
| |
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1
establishing two-way communication at appropriate levels in both organizations to facilitate the rapid solution of 1
problems, and to avoid costly delays or disputes, I
|
|
monitaring the ability of suppliers to deliver conforming products with the aim of eliminating redundant |
verifications,

cooperating with suppliers in validation of the capability of their processes,

encouraging suppliers to implement programmes for continual improvement of performance and te participate in
other joint improvement initiatives,

involving suppliers in the organization's design and development activities to share knowledge and effectively

and effici

involving

ently improve the realization and delivery processes for conforming products,

partners in identification of purchasing needs and joint strategy development, and

evaluating, recognizing and rewarding efforts and achievements by suppliers and partners.

:E.? Natural resources

IConsideratio
|organization,
| positive or ng
javailability of

N should be given to the availability of natural resources that can influence the
While such resources are often out of the direct control of the organization, they
gative effects on its results. The organization should have plans, ek contingency
replacement of these resources in crder to prevent or minimize negative effects o

i the organization.

:6.8 Finang

tial resources

IResource management should include activities for determining-the needs for, and sources of]

I1The control
Inecessary a(

IManagemen
an effective
should also

: organization'|

Ilmproving th
Iresults of the

: a) internally

1b) externally
| lost custd

: Reporting of
: suitable impr

bf financial resources should include activities §or comparing actual usage agairn
tion.

should plan, make available and controlthe financial resources necessary to img
and efficient guality management system and to achieve the organization's objg
fonsider the development of innovative financial methods to support and encourag
E performance.

b effectiveness and efficiericy of the quality management system can influence p
organization, for example

by reducing process.and product failures, or waste in material and time, or

, by reducing prodict failures, costs of compensation under guarantees and war
pmers and markets.

such matters can also provide a means of determining ineffective or inefficient ag
pbvementactions.

|

performance of the I
can have significant |
plans, to ensure the |
n the performance of |
|

|

|

|

financial resources. |
st plans, and taking 1
|

lement and maintain
ctives. Management
b improvement of the

bsitively the financial I
|
|
|

ranties, and costs of |

|
tivities, and initiating :
|
system and product 1

1 The financial feperting of activities related to the performance of the quality management
1 conformity s i HEWS
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7 Product realization
7.1 Planning of product realization

The organization shall plan and develop the processes needed for product realization. Planning of product realization
shall be consistent with the requirements of the other processes of the quality management system (see 4.1).

In planning product realization, the organization shall determine the following, as appropriate:
a) quality objectives and requirements for the product;
b) the need to establish processes, documents, and provide resources specific to the product;

c) required verification, validation, monitoring, inspection and test activities specific to the product and the criteria
for product acceptarce;

d) records needed to provide evidence that the realization processes and resulting product meef fequirements
(see 4.2.4).

The output of this plahning shall be in a form suitable for the organization's method of operations.

NOTE 1 A document gpecifying the processes of the quality management system (including the-product realizatipn processes)
and the resources to bg applied to a specific product, project or contract, can be referred to as'a quality plan.

NOTE 2 The organizafion may also apply the requirements given in 7.3 to the development of product realization processes.

7 Product realization
7.1 Planning of product realization in the educational organization

Educational organizations should plan, as a minimum, the different stages of instructipnal design,
development, delively, evaluation and support services activities, resource allocation, evaluation criteria, and
improvement procedures to achieve the desired results.

The organization should plan the necessary resaurces for all processes.

In educational orgarlizations, some processes for product realization are:
a) teaching-learninlg activities;

b) designing and developing curricula;

c) formulation or elstablishment-of research areas or projects;

d) training or other activities;

e) hiring personnel;

f)  acquiring matertats-and-otherresotrees;
g) admitting of candidates (students);

h) controlling design and development changes in curricula, course calendars, timetables and prerequisites;
i) securing accreditation of programs, professional degrees, and post-graduate studies;

j)  providing library, audiovisual equipment, computers, and other services;

k) providing security, safety and civil protection services;

) allocating classrooms, laboratories, workshops, auditorium, classroom for ceremonies; and

m) maintaining facilities.

The major instructional processes that should be controlled may include needs assessment, instructional
design, development and delivery, and outcome measurement. The major support processes described in
ISO 9001 should also be controlled. For organizations selecting 1SO 9001, control methods developed by

instructors or a control committee may be established. The control method should be part of the management
review to assure that instructional specifications are met and that the control methods are consistent with
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accepted quality practices. Changes in the control method of these major processes should be documented

and the instruction should be evaluated after any change has taken place.

Observations should be made to verify that control methods are effective. Ineffective control methods should

be modified.

|
17 Product realization
|
71 General guidance

|
I 7.1.1 Introduction

r
ISO 9004:2000, Quality management systems — Guidelines for performance improvements

I Top manage)
| associated
I realization p
I the organiza

|
| Any process

define the rad
i effective and

ment should ensure the effective and efficient operation of realization and sugpeg
rocess network so that the organization has the capability of satisfying its\inte

ion and add value indirectly.

is a sequence of related activities or an activity that has both input ‘and output.
lquired outputs of processes, and should identify the necessaryigputs and activi
efficient achievement.

I The interrel3
| operation of

I one or more
|

tion of processes can be complex, resulting in process setworks. To ensure the
he organization, management should recognize that thie’odtput of one process ma
other processes.

|
I 7.1.2 Issues to be considered

I Understanding that a process can be represented as\a sequence of activities aids managd

t processes and the !
ested parties. While !

focesses result in products that add value to the organization, support procésses dre also necessary tol

|
Management should |
ies required for theirI

bffective and efficient 1
i become the input tol
|

ment in defining the!

I process inpyts. Once the inputs have been defined; the necessary activities, actions and resolrces required for the |

| process can|be determined, in arder to achieve the desired outputs.

| I
: efficiency of processes.

I Processes ghould be documented to the extent necessary to support effective and

on relateg-td, processes should support
and gemimunicating the significant features of the processes,

|
inputs to a process, |

but the organization. |
ciency of the quality I
ntinual improvement”

efficient operation.

measurement and audit of processes, and

analysis, review and improvement of processes.

I The role of people within the processes should be evaluated in order

I _ o ensure the health and safety of people,

| . .
i to ensure that the necessary skills exist,

| — to support coordination of processes,

I — to provide for input from people in process analysis, and

:— to promote innovation from people.

I The drive for continual improvement of the organization's performance should focus on the improvement of thel
I effectiveness and efficiency of processes as the means by which beneficial results are achieved. Increased benefits, I
| improved customer satisfaction, improved use of resources and reduction of waste are examples of measurable |
| results achieved by greater effectiveness and efficiency of processes. I
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1 1
7-1.3  Managing processes I
7.1.3.1 General :

IManagement should identify processes needed fo realize products o satisfy the requirements of customers and I
lother interested parties. To ensure product realization, consideration should be given to associated support|
Iprocesses as well as desired outputs, process steps, activities, flows, control measures, training needs, equipment, |
methods, information, materials and other resources. 1

:An operating plan should be defined to manage the processes, including

|— input and ocutput requirements (for example specifications and resources),
I— activities within the processes,

— verification and validation of processes and products,

|— analysis of the process including dependability,

I— identification, asqessment and mitigation of risk,

I_ corrective and préventive actions,

— opportunities and actions for process improvement, and
|— control of changes to processes and products.

! Examples of support|processes include
:— managing information,

|1— training of peoplg,
|— finance-related agtivities,

— infrastructure and service maintenance,

j— application of indpistrial safety/protective equipment, and
I— marketing.

17-1.3.2 Process inguts, outputs and review

IThe process approgch ensures that process inputs_are defined and recorded in order to providel a basis for
Hormulation of requirdments to be used for verificatidn and validation of outputs. Inputs can be internal ¢r external to |
lthe organization. 1

| |
Resolution of ambiglious or conflicting inputrequirements can involve consultation with the affected [internal and |

jexternal parties. Input derived from activities not yet fully evaluated should be subject to evaluation through
subsequent review, yerification and ¥alidation. The organization should identify significant or critical features of
products and procesges in order to develop an effective and efficient plan for controlling and monitoring the activities
Iwithin its processes.

I1Examples of input isques to.cansider include

I_ competence of pgoplé,

— documentation,
|— equipment capability and monitoring, and

I— health, safety and work environment.

IPmcess outputs that have been verified against process input requirements, including acceptance criteria, should

consider the needs and expectations of customers and other interested parties. For verification purposes, the
Ioutputs should be recorded and evaluated against input requirements and acceptance criteria. This evaluation
should identify necessary corrective actions, preventive actions or potential improvements in the effectiveness and
:efficiency of the process. Verification of the product can be carried out in the process in order to identify variation.

IThe management of the organization should undertake periodic review of process performance o ensure the |
| process is cansistent with the operating plan. Examples of topics for this review include I
I— reliability and repeatability of the process, 1
— identification and prevention of potential nonconformities, !
- adequacy of design and development inputs and outputs, :
|— consistency of inputs and outputs with planned objectives, I
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for improvements, and

|— unresolved issues.

|
17.1.3.3 Pro

: Management should ensure that the validation of products demonsirates that they meet the needs and expectations
! of customers and other interested parties. Validation activities include modelling, simulation and trials, as well as

duct and process validation and changes

I reviews involving customers or other interested parties.

I Issues to consider should include
I — quality policy and objectives,

capability or qualification of equipment,
operating conditions for the product,

IWA 2:2003(E)

|—
| — disposal
product |
environn

impact o

! Process vali

I process. Paf
|

|
I The organiz

for high
where dd

where vd

t
| process cha}

Ishould be i
| processes a

|
jAny change
maintain the

Ithe organizafion. Authority for initiating change should be defined in order to maintain control.

I Qutputs in tH
I desired effeq

|
| Use of simul

I Risk assess
I processes. ]
I Examples of]

use or application of the product,

which cajnnot be repeated, and

of the product,

ife cycle,

ental impact of the product, and

the use of natural resources including materials and energy.

ticular attention should be given to validation of processes
alue and safety critical products,
ficiency in product will only be apparent in use,

rification of product is not possible.

ion should implement a process for effective and efficient control of changes to e

entified, recorded, evaluated, reviewed, and controlled in order to understand
nd the needs and expectations of customers and other interested parties.

conformity of the product and provide information for corrective action or perform

e form of products should be validated after any related change, to ensure that the
t.

Ation technigaes can also be considered in order to plan for prevention of failures d

ment should be undertaken to assess the potential for, and the effect of, possibl
he resulis should be used to define and implement preventive actions to miti
tedls for risk assessment include

Hation should be carried out at appropriate intervals to ensure tlimely reaction to chhanges impacting the

|
hsure that product or !

ges benefit the organization and satisfy the needs and expectations of interesfed parties. Changes !

the effect on otherl
|

|
5 in the process affecting preduct characteristics should be recorded and comnjunicated in order to

ance improvement of I

|
change has had thel
|

|
r faults in processes. |

b failures or faults in!

gate identified risks. !

| — fault tree

reliability

fault modes and effects analysis,

analysis,

relationship diagrams,
simulation technigues, and

prediction.
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7.2 Customer-related processes

7.21 Determination of requirements related to the product

The organization shall determine

a) requirements specified by the customer, including the requirements for delivery and post-delivery activities,

=2

requirements not stated by the customer but necessary for specified or intended use, where known,

2]

)
)
) statutory and regulatory requirements related to the product, and
)

d) any additional requirements determined by the organization.

7.2.2 Review of reluirements related to the product

The organization shall review the requirements related to the product. This review shall bergonducted prior to the
organization's commitment to supply a product to the customer (e.g. submission of tenders, acceptance of contracts
or orders, acceptancg of changes to contracts or orders) and shall ensure that

a) product requiremients are defined,
b) contract or order [requirements differing from those previously expressed aré¢esolved, and

c) the organization has the ability to meet the defined requirements.
Records of the resultls of the review and actions arising from the review‘shall be maintained (see 4.2.4)

Where the customel provides no documented statement of réguirement, the customer requiremgnts shall be
confirmed by the orgfnization before acceptance.

Where product requirements are changed, the organizatian shall ensure that relevant documents are gmended and
that relevant personnel are made aware of the changed‘reéquirements.

NOTE In some situatipns, such as internet sales, a~formal review is impractical for each order. Instead the rejew can cover

relevant product informftion such as catalogues or advertising material.

7.2.3 Customer communication

The organization shill determingvand implement effective arrangements for communicating with ¢ustomers in
relation to

a) product informatipn,

b) enquiries, contrag¢tsigr.order handling, including amendments, and

c) customer feedback, including customer complaints.

7.2 Customer-related processes

For the most part, educational organizations provide a service that is intangible, not storable, and consumed
during delivery. Educational organizations provide the opportunity for students to study existing knowledge and
to practice its application. These organizations also have administrative support systems that help to ensure
high-grade instruction. Generic independent customer requirements may include (but are not restricted to) the
following:

a) providing safe, clean facilities with someone in charge;

b) ensuring that two-way communication procedures between individuals and the educational organization
are responsive;
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c) ensuring that all the organizations’ personnel treat interested parties with respect; and

d) providing appropriate activities conducted by qualified personnel.

7.2.1 Determination of product-related requirements in the educational organization

The education requirements are expressed as behaviour needed to meet academic, professional and
society’s expectations.

: ISO 9004:2000, Quality management systems — Guidelines for performance improvements

:?.2 Processes related to interested parties

IManagement should ensure that the organization has defined mutually acceptable processes for communicating |
|effectively and efficiently with its customers and other interested parties. The organization-ghould implement and |
jmaintain such processes to ensure adequate understanding of the needs and expectationS of |ts interested parties, |
jand for transjation into requirements for the organization. These processes should include ideptification and review |
jof relevant information and should actively involve customers and other interested-parties. fxamples of relevant |
jprocess infofmation include I

I— requiremnts of the customer or other interested parties,
|

|

— market rgsearch, including sector and end-user data, !
|

j— contract fequirements, |
|

|

|

I— competitpr analysis,
|

|
|— brocessgs due to statutory or regulatory requirements. I

— benchmdrking, and

IThe organizgtion should have a full understanding of the process requirements of the customgr, or other interested !
Iparty, beforelinitiating its action to comply. This understanding and its impact should be mutudlly acceptable to the !
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7.3 Design and development

7.3.1 Design and development planning
The organization shall plan and control the design and development of product.
During the design and development planning, the organization shall determine

a) the design and development stages,

b) the review, verification and validation that are appropriate to each design and development stage, and
c) the responsibilities and authorities for design and development.

The organization shall manage the interfaces between different groups involved in design and development to ensure
effective communication and clear assignment of responsibility.

Planning output shall be updated, as appropriate, as the design and development progresses.

7.3 Design and development
7.3.1 Design and development planning in the educational organization

In designing and deyeloping the curriculum plan, the organization should consider entrance to the next grade
to be the exit level from the present grade or competence level.

Top management should consider the design and development.6f education for the benefits of students and
other customers.

Design control activities should be appropriate to the purpdse and duration of the education.
Procedures should gnsure that appropriate instruction>materials match the instruction requirements.
Calibrated equipment may be needed for some‘instructional purposes.

Since needs assesgments include student achievement and organization effectiveness, these assessments
should include potential or actual performance requirements to determine:

— how instruction pan help studentsto become competent;
— how new requiréments can_ be met;
— specific measures of instructional effectiveness; and

— if skills to be tayght/match curricular requirements.

These assessments should provide information that can be used in the instruction review process. Where
experimental validation of instruction is not permitted, a peer review process could be adopted.

A needs analysis report should provide input to the instructional design process, describe the results of the
needs assessment and state the goals for design.

Typically a report should:
— state why training was chosen as the means to improve performance;

— state any differences between required and acquired performance gaps that the instruction was designed
to meet;

— state how the gaps are to be met in performance terms and state the rationale;
— identify the target student population;

— identify preventive action;
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specify any changes in instruction activities; and

instruction specification, or curriculum.

IWA 2:2003(E)

state that all relevant safety and legislative regulations are observed even when not stated in a contract,

:ISO 9004:2000, Quality management systems — Guidelines for performance improvements

7.3 Desig

n and development

7.3.1 General guidance

I Top management should ensure that the organizaticn has defined, implemented and maintained the necessary |
I design and development processes to respond effectively and efficiently to the needs and expectations of its|

| customers a

|
I When desig

Icapable of ¢

: consider life

environment
|

I Managemen

jusers of the
| botential for,

; should be us

| 833e55 ment
1 —

relations

|

process perf

design f4
fault treg|
reliability

ranking techniques, and
simulatig

nd other interested parties.

product disposal and identified risks.

[ also has the responsibility to ensure that steps are taken to identify and mitigatd
products and processes of the organization. Risk assessmént should be unde
and the effect of, possible failures or faults in products ardprocesses. The resuli

of design and development include
ult modes and effects analysis,
analysis,

prediction,

hip diagrams,

n technigues.

ing and developing products or processes, management should ensure that the arganization is not only :
nsidering their basic performance and function, but all factors that contribute(ta mepting the product and
ormance expected by customers and other interested parties. For example, thel organization should
cycle, safety and health, testability, usability, user-friendliness, dependability, durability, ergonomics, the:

|
b potential risk to the |
taken to assess the|
s of the assessment |

ed to define and implement preventive actions to mitigate.the identified risks. Examples of tools for risk |
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7.3.2 Design and development inputs

Inputs relating to product requirements shall be determined and records maintained (see 4.2.4). These inputs shall
include

a) functional and performance requirements,

b) applicable statutory and regulatory requirements,

c) where applicable, information derived from previous similar designs, and
d) other requirements essential for design and development.

These inputs shall be reviewed for adequacy. Requirements shall be complete, unambiguous and not in conflict with
each other.

7.3.3 Design and development outputs

The outputs of desigh and development shall be provided in a form that enables verification against thg¢ design and
development input and shall be approved prior to release.

Design and developnpent outputs shall

a) meet the input refluirements for design and development,

b) provide approprigte information for purchasing, production and for service prdvision,
c) contain or refererjce product acceptance criteria, and

d) specify the charapteristics of the product that are essential for its safe\and proper use.

7.3.2 Design and development inputs in the educational organization
The educational organization should identify the inputs.to the design of curricula.

They should include
— results on effectiveness of instructional materials;
— certification, licgnses or occupational requirements;
— data on research of student learning capacity;

— the required competence of teachers;

— prerequisites fofr courses; and

— difficulty level of objectjves.

7.3.3 Design andi.developmentoutputs

Design and development outputs should, at least, include the following:

— Skills and knowledge to be acquired;
— assessment of performance;
— appropriate instruction strategies; and

— reliable delivery media.

44 © 1SO 2003 — Al rights reserved


https://iecnorm.com/api/?name=70d7013e95a59be3eeabd16cf4674382

Quality Management Systems — Guidelines for the

application o

|ISO 9004:2000, Quality management systems — Guidelines for performance improvements

f 1ISO 9001:2000 in education

7.3.2 Design and development input and output

'The organization should identify process inputs that affect the design and development of products and facilitate

IWA 2:2003(E)

| effective and efficient process performance in order to satisfy the needs and expectations of customers, and those of !
Iother interested parties. These external needs and expectations, coupled with those internal to the organization, !

I'should be suitable for translation into input requirements for the design and development processes.

| Examples are as follows:

la) external inputs such as

— need
— Ssupp

— customer or marketplace needs and expectations,

s and expectation of other interested parties,
ier's contributions,

— user
— chan

— indusg

b) internal
— polici
— need
— techn
— comy
— feedH
— recor
— outpy

nput to achieve robust design and development,
jes in relevant statutory and regulatory requirements,

— intermational or national standards, and

try codes of practice;

inputs such as

es and objectives,

E and expectations of people in the organization, including-those receiving the outy
ological developments,

etence requirements for people performing design.and development,

ack information from past experience,

s and data on existing processes and products, and

s from other processes;

t identify those characteristics of processes or products that are crucial to safe a
enance, such as

ut of the process,

d proper functioning

t well as those of the
broduct to be verified |
|

1
nts. Examples of the |

— product specifications, including acceptance criteria,

|— process specifications,

I material specifications,

— testing specifications,

I— training requirements,

— userand

consumer information,

|— purchase requirements, and

I— reports of qualification tests.

|
jDesign and development outputs should be reviewed against inputs to provide objective evidence that outputs have

Ieﬁectively and efficiently met the requirements for the process and product.
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arrangements (see 7.

4.2.4).

7.3.5 Design and

Verification shall be
development output
verification and any

7.3.6 Design and

Design and develop
ensure that the resul
where known. Wher
product. Records of

7.3.7 Control of de

Design and develop

Records of the resulf

isign and development changes

verified and validateq,
changes shall includg evaluation of the effect of the chan@es on constituent parts and product already «

ISO 9001:2000, Quality management systems — Requirements

7.3.4 Design and development review

At suitable stages, systematic reviews of design and development shall be performed in accordance with planned

3.1)

a) to evaluate the ability of the results of design and development to meet requirements, and

b) to identify any problems and propose necessary actions.

Participants in such reviews shall include representatives of functions concerned with the design and development
stage(s) being reviewed. Records of the results of the reviews and any necessary actions shall be maintained (see

erformed in accordance with planned arrangements (see 7.3.1) to ensure thatith
have met the design and development input requirements. Records of ‘the r
ecessary actions shall be maintained (see 4.2.4).

evelopment validation

ent validation shall be performed in accordance with planned arrangements (
ng product is capable of meeting the requirements for thé specified application or i
ver practicable, validation shall be completed prior fo’the delivery or implemer
e results of validation and any necessary actions shall be maintained (see 4.2.4)

ment changes shall be identified and records maintained. The changes shall
as appropriate, and approved beforelimplementation. The review of design and

5 of the review of changes and@Rny necessary actions shall be maintained (see 4.1

e design and
bsults of the

see 7.3.1) to
htended use,
tation of the

be reviewed,
development
elivered.

b 4).

7.3.4 Design and

Depending on its co
could be planned as|
development result
certification). Record

A design report revig

development review'in the educational organization

implexity, the design and development review could be done in one or seve
per 7.3.1. Rarticipants from relevant activities in each stage should review th
s versus~‘the corresponding requirements (i.e. professional profiles,
s for complex matters could be minutes of formal meetings.

al stages, or
e design and
competence

b/, (assessment and eva/uat/on) process should be used for all /nstruct/ona/

review should be act

Hesigns. The

: eSIgf'l some

interested parties, and some not responSIb/e for the deSIgn These people review the deSIgn reports and
should be responsible for judging the adequacy of the design to meet the requirements.

The design process should be evaluated and revised in terms of the instructional outcome desired. This
review should be based upon experience of successful projects and information from the subsequent
development and implementation phases.

A development process should be documented and used by developers. There may be a specific process
statement for each delivery medium, or a generic process for all media. These processes include the
sequence of steps in the development process, the personnel involved, the review processes, and associated
criteria.

A development report or checklist should be generated to document the procedures used and how they
ensured that the instruction meets the design specifications.
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An instruction review process should be used for all instruction. Personnel who participate in the review and
who are responsible for its revisions should be identified. Criteria for acceptance, in terms of readiness for use

in instruction

, should be specified and may include the following:

a) approval of content accuracy by one or more subject-matter specialists who did not participate in the
development of the instruction;

b)
c)

approval of the prose, illustrations, and appearance by editorial and graphics specialists;

approval, if appropriate, of the technological soundness by a technology specialist; tryout trial of both the

instruction and the criterion-referenced assessments with students from the target population, and
revisions made based upon the experience of students; and

d)

at least one of the tryouts trials should be in an environment similar to that in which the instruction will be

conducted, including the support materials for students as well as procedures and support materials for
preparing instructors.

In the impld
reviewed an
customers ¢

7.3.5 Desl

Design verifi
plan. This ad
and develop
design deve

7.3.6 Des

This procesd
or syllabus d

Validation sh
are accepted

7.3.7 Con

In the educa
and resulting

The revision
should be m

bmentation phase, organizations should describe how the development
i revised based upon successive project-by-project experience with the-pr
bmplaints that become available during the process.

gn and development verification in the educational organization

cation should be performed in one or several stages according to the desi
tivity could be performed either internally, by any specialistwho has not parti
ment verification, or externally. The design and development output stag
opment input specifications.

gn and development validation in the educational organization

is carried out to ensure that planned product characteristics are met by the
esign.

ould be performed generally on the final design stages. Among others, pilo
validation methods.

grol of design and development changes in the educational organization

fion environment théwrapid evolution of knowledge leads to periodic curricula
revision. These-changes should be identified, documented, authorised and g

of any subjeet*should include the evaluation of its effect on the entire cur
hintained.

process should be
bcess, including any

yn and development
Cipated in the design
e should match the

resulting curriculum

ting and certification

and syllabus review,
ommunicated.

iculum, and records

yements

:ISO 9004:2000,Quality management systems — Guidelines for performance improy

:7.3.3 Design and development review

I Top management should ensure that appropriate pecple are assigned to manage and conduct systematic reviews to
Idetermine that design and development objectives are achieved. These reviews may be conducted at selected points

1in the design

: Examples of

progress

—
1_
|

=
|_
:— life-cycle
—

and development process as well as at completion.

topics for such reviews include

adequacy of input to perform the design and development tasks,

of the planned design and development process,

meeting verification and validation goals,

evaluation of potential hazards or fault modes in product use,

data on performance of the product,

control of changes and their effect during the design and development process,
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1— identification and
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correction of problems,

I_ opportunities for design and development process improvement, and

— potential impact of the product on the environment.

| At suitable stages, the organization should also undertake reviews of design and development cutputs, as well as the !
Iprocesses, in order to satisfy the needs and expectations of customers and people within the organization who !
Ireceive the process output. Consideration should also be given to the needs and expectations of other interested |

I parties.

|
Examples of verificat

ion activities for output of the design and development process include

I— comparisons of input requirements with the output of the process,

— comparative methods, such as alternative design and development calculations,

j— evaluation against similar products,

I— testing, simulatiops or trials to check compliance with specific input requirements, and

I'Validation of the outgut of the design and development processes is important for the successful recep

— evaluation againgdt lessons learned from past process experience, such as nonconformities and def

1 by customers, suppligrs, people in the organization and other interested parties.

|
IParticipaticm by the dffected parties permits the actual users to evaluate the output by'siich means as

1— validation of engi
I_ validation of softy

| . .
— validation of serv

I Partial validation of {
lapplication.

|
1 Sufficient data should
Imethc:-ds and decisio

I— process and prod

I_ Usability of outpu

— adequacy of prod
|— failure investigatiq

I_ future design and

heering designs prior to construction, installation or application,
bare outputs prior to installation or use, and
ces prior to widespread introduction.

he design and development outputs may be necessary to provide confidence i

| be generated through verification and validation activities to enable design and
(s to be reviewed. The review of method& should include

uct improvement,

less and review records,
bn activities, and

development processneeds.

ciencies.

tion and use

their future

Hevelopment
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7.4 Purchasing

7.4.1 Purchasing process

The organization shall ensure that purchased product conforms to specified purchase requirements. The type and
extent of control applied to the supplier and the purchased product shall be dependent upon the effect of the
purchased product on subsequent product realization or the final product.

The organization shall evaluate and select suppliers based on their ability to supply product in accordance with the
organization's requirements. Criteria for selection, evaluation and re-evaluation shall be established. Records of the
results of evaluations and any necessary actions arising from the evaluation shall be maintained (see 4.2.4).

7.4.2 Purclyasimginformration

Purchasing ipformation shall describe the product to be purchased, including where appropriat

114

a) requiremients for approval of product, procedures, processes and equipment,
b) requiremients for qualification of personnel, and

c) quality management system requirements.

The organization shall ensure the adequacy of specified purchase reqdirements prior to their jommunication to the
supplier.

7.4.3 Verification of purchased product

The organization shall establish and implement the irnspection or other activities necessdry for ensuring that
purchased pfoduct meets specified purchase requiremegnts.

Where the ofganization or its customer intends to-perform verification at the supplier's premises, the organization
shall state the intended verification arrangements’and method of product release in the purchaging information.

7.4 Purchasing

No guidance|is considered necessary.

11SO 9004:2000, Quality management systems — Guidelines for performance improyements 1
1 1
17.4 Purchasing !
1 1
17.4.1 PurchasIing process !

1

1
| Top management of the organization should ensure that effective and efficient purchasing processes are defined and |

jimplemented for the evaluation and control of purchased products, in order that purchased products satisfy the |
jorganization's needs and requirements, as well as those of interested parties. I

Use of electronic linkage with suppliers should be considered in order to optimize communication of requirements. |
1 1
1 To ensure the effective and efficient performance of the organization, management should ensure that purchasing |
|processes consider the following activities: I

I— timely, effective and accurate identification of needs and purchased product specifications;
|

|
|— the organization's need and criteria for verifying purchased products;

— evaluation of the cost of purchased product, taking account of product performance, price and delivery;

I— unique supplier processes;
|
|

— consideration of contract administration, for both supplier and partner arrangements;
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product delivery,
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|
|
|
'process. This could g

|
I The organization shg
1to nonconformities in

|
:7.4.2 Supplier conf

IThe organization sh
Imaterials, to develop|
lorder to ensure the e
|

I Examples of inputs g
evaluaticn of rele
performance of s
review of purchas

audits of supplig
products effective

checking supplie

cooperation,

supplier service,
supplier awarene|
the supplier's log

financial assessment to assure the wiability of the supplier throughout the intended period off

supplier responsé to inquiries, quofations and tendering,
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application of ISO 9001:2000

warranty replacement for nonconforming purchased products;
logistic requirements;

tion and traceability;

preservation of product;

documentation, including records;

control of purchased product which deviates from requirements;
access to suppliers' premises;

installation or application history;

supplier development;

mitigation of risks associated with the purchased product.

supplier knowledge. The organization could also involve suppliers in the purchasin
ucts in order to improve the effectiveness and efficiency of the organization'd
Iso assist the organization in its control and availability of inventory.

uld define the need for records of purchased product verification, comimunication 3
order to demonstrate its own conformity to specification.

rol process

puld establish effective and efficient processes to identify potential sources fo
existing suppliers or partners, and to evaluate their ability to supply the requireg
ffectiveness and efficiency of overall purchasing proeesses.

the supplier control process include
vant experience,
Lippliers against competitors,

ed product quality, price, delivery performance and response to problems,

r management systems and, @valuation of their potential capability to provide
ly and efficiently and withinschedule,

references and availahble data on customer satisfaction,

nstallatiomand support capability and history of performance to requirements,
s of afid compliance with relevant statutory and regulatory requirements,
stic.capability including locations and resources, and

in education

1

|

1

|

|

|

|

|

1

|

1

|

|

|

, |
B in order to I
g process in
purchasing :

I
nd response |
|

|

|

|

r purchased |

products in 1
|

the required

supply and

the supplier's sta

iManagement should consider actions needed to maintain the organization’s performance and to satisfy interested

Ty AT ot T e CoTTTOTTity, 35 Welt as perception M Soctety:

jparties in the event of supplier failure.
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conditions sh

ISO 9001:2000, Quality management systems — Requirements
7.5 Production and service provision

7.5.1 Control of production and service provision

The organization shall plan and carry out production and service provision under controlled conditions. Controlled

all include, as applicable

a) the availability of information that describes the characteristics of the product,

b) the availability of work instructions, as necessary,

c) the use of suitable equipment,

d) the availability and use of monitoring and measuring devices,

e) the implg
f)

the imple

The organiza
be verified b
apparent onl

Validation sh

The organizs
a)
b)

defined d
approval
c)
d) requirem

revalidati

e)

7.5.2 Validation of processes for production and service provision

use of sgecific methods and procedures,

mentation of monitoring and measurement, and

mentation of release, delivery and post-delivery activities.

tion shall validate any processes for production and service proyision where the re)
y subsequent monitoring or measurement. This includes any processes where
y after the product is in use or the service has been delivered.

pll demonstrate the ability of these processes to achieve planned results.

tion shall establish arrangements for these processes including, as applicable
riteria for review and approval of the processes;

of equipment and qualification of personnel,

ents for records (see 4.2.4), and

pn.

sulting output cannot
deficiencies become

7.5 Prodl

7.5.1 Con

Top manage
in co-operat
taught, the

yction and seryvice provision
grol of production and service provision in the educational organization

ment (superintendents, principals, directors, faculty senates, deans, vice-pr:
on with~the instructors, should identify overall topics and themes of the s
generally accepted methods of instruction, and establish various acce
compliance with the learning objectives.

psidents, presidents)
ubject matter to be
pted measures for

determining

The educational organization should ensure the control of processes. For this, an educational organization
should consider the following processes, as appropriate:

develop

providin

develop

tutoring

©1S0 2003 —

selecting and enrolling students;
designing curricula on different subjects;

ing course catalogues;

allocating teaching loads;

g practice manuals for laboratories and workshops;

allocating the resources necessary to carry out off-campus instruction;

ing course material;

establishing methods to verify academic performance;
allocating spaces for classrooms, laboratories, workshops, libraries, and other similar spaces; and

and consulting on vocational opportunities.
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If a contract agreement requires further support of students after completion of their program of studies, the
organization should indicate how such support will be given and monitored.

The aptitude, knowledge, skills and ability of new students should be assessed to ensure that the instruction
can be provided at an appropriate level and at an appropriate pace. Advertising, course brochures, and other
items produced by the instructional organization should state clearly how prior education, training, and
experience are related to the learning needs of students. The absence of specific entrance requirements need
not negate an assessment of individual student needs that may be then used to adjust the instruction to those
individual needs.

A database should be established to identify the actual instruction provided, which may include:
a) student course records;

b) the course syllabus;

c) the learner groupschedufe;
d) textbook and edition;

e) list of instructors' names;

f)  instruction matdrials; and

g) relevant pre-requisite knowledge or experience.

7.5.2 Validation of processes for production and service provision inithe educational organization

This clause should be applied when monitoring and measurement of educational services cannpt be carried
out as described in 8.2.3.

The validation of leafning processes should include, as necessary:

— design and dev¢lopment validation results of curricula orsyllabus;
— equipment apprpval and teachers' qualifications;

— course notes arld examination papers;

— records data; and

— revalidation frequency.

: 1ISO 9004:2000, Quiality management systems — Guidelines for performance improvement$

1
1
:7.5 Production and service operations :
1
1

:7.5.1 Operation and realization
I Top management sh izati i i ipliance with 1

Irequirements and provide benefits to interested parties. This may be achieved through improving the effectiveness I
1and efficiency of the realization processes and associated support processes, such as [

_ reducing waste,
|

|

|
|— training of people, I
|— communicating and recording information, 1
— developing supplier capability, :
I— improving infrastructure, 1
— preventing problems, :
|— bprocessing methods and process yield, and I
I— methods of monitoring. 1
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(see 4.2.4).

ISO 9001:2000, Quality management systems — Requirements

7.5.3 ldentification and traceability
Where appropriate, the organization shall identify the product by suitable means throughout product realization.
The organization shall identify the product status with respect to monitoring and measurement requirements.

Where traceability is a requirement, the organization shall control and record the unique identification of the product

NOTE In some industry sectors, configuration management is a means by which identification and traceability are maintained.

7.5.3 Identification and traceability in the educational organization

Identification
— curricula

— student

— learner group schedules;
— text books/notes;
— laboratdry equipment; and

— research contracts.

The ongoing

11SO 9004:2000, Quality management systems == Guidelines for performance improy

17.5.2 Ident
|

| The organizgtion can establish a process.for identification and traceability that goes beyond

| order to colld

! The need fo
I— status of
— status an
— benchm4
— contract

and traceability of relevant information should include, as necessary:
, course, content unit codes;

dentification records;

monitoring and performance status of students/groups should be identified ahd recorded.

fication and traceability

ct data which can be used fer improvement.

identification and traceability may arise from
products, includifgycomponent parts,

d capability of processes,

rking performance data, such as marketing,
equirernents, such as product recall capability,

— intended

use Or applcation,

— hazardous materials, and

|
|
|
|
|
| — relevant ptatuiory and regulatory requirements,
|
|
I
|

— mitigation of identified risks.

© 1SO 2003 — Al rights reserved
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7.5.4 Customer pro

ISO 9001:2000, Quality management systems — Requirements

perty

The organization shall exercise care with customer property while it is under the organization's control or being used
by the organization. The organization shall identify, verify, protect and safeguard customer property provided for use
or incorporation into the product. If any customer property is lost, damaged or otherwise found to be unsuitable for
use, this shall be reported to the customer and records maintained (see 4.2.4).

NQTE Customer property can include intellectual property.

7.5.4 Customer p

In the educational

roperty in the educational organization

raanization propertv provided bv customers/students is that provided at th
J 7 r J T 7 Ll

admission for regist]
documents, there arj

documents givd
documents (birt

intellectual prop
medical exams,
exams, tests or

final works, prof

records and dod
student/customd

facilities for cou

Customer property i
computers, software|
As appropriate, stan
use in instruction.

11SO 9004:2000, Qu
1

| 7.5.3 Customer pr

ration or registration renewal purposes and during the service provision.

X
-

h certificate, identifications) and other similar ones;

erty agreements;
lpaperwork performed by the student;
otypes developed and others;

applications, re¢

br owned equipment; and

n by students, such as certificates, diplomas of previous scholal lévels,

studies or certificates of the student;

ords or documents given by the student for his registration or registration ren

uments of the student’s academic history;

rses provided at the customer’s premises.

hcludes items such as textbooks, workbooks, case studies, special educatio
art supplies, or facilities/supplied by companies that purchase instruction fo
dards and specifications may be established for supplied materials to ensure

Examples of such property are

| — ingredients or components supplied for inclusion in a product,

product supplied
packaging materi

— customer intellec

54

for repair, maintenance or upgrading,
als supplied directly by the customer,

customer materials handled by service operations such as storage,
services supplied on behalf of the customer, such as transport of customer property to a third party, and

tual property, including specifications, drawings and proprietary information.
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7.5.5 Preser

ISO 9001:2000, Quality management systems — Requirements

vation of product

The organization shall preserve the conformity of product during internal processing and delivery to the intended
destination. This preservation shall include identification, handling, packaging, storage and protection. Preservation
shall also apply to the constituent parts of a product.

7.5.5 Pres

ervation of product in the educational organization

The educational organization should consider preserving academic documents such as syllabus, curricula and
printed or electronic materials (books, course notes, magnetic or optical disks, computer programs, files, etc.).

froinino o

Supplies for
or processe
developmen

There may b
materials sh
For resident
personal saff

r
1

:?.5.4 Presg

IManagemen
Iproduct that
IManagemen
1 protect purch

|

I Managemen
requirements

Ipeople for sg

IManagemen
Ideterioration
Ithe resource

il materials for pilot plants, limited shelf-life products for teaching purpos

e some limited applications of this element in ISO 9001 which include.the me
buld be presented to the student, equipment that needs to be.available (e.(

pty, lodgings, food services, etc.

ISO 9004:2000, Quality management systems — Guidelinesfor performance improy
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work.

students there may also be services that should be provided such as

rvation of product

should define and implement processes for handling, packaging, storage, preser

prevent damage, deterioration or misuse-during internal processing and final de
should involve suppliers and partners {n‘defining and implementing effective and
ased material.

should consider the need for any-special requirements arising from the nature of
can be associated with softiare, electronic media, hazardous materials, prody
rvice, installation or applicatian, and products or materials that are unique or irrepl

should identify resogrees needed to maintain the product throughout its life cyclg
or misuse. The organization should communicate information to the interested p
5 and methods needed to preserve the intended use of the product throughout its
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ISO 9001:2000, Quality management systems — Requirements

7.6 Control of monitoring and measuring devices

The organization shall determine the monitoring and measurement to be undertaken and the monitoring and
measuring devices needed to provide evidence of conformity of product to determined requirements (see 7.2.1).

The organization shall establish processes to ensure that monitoring and measurement can be carried out and are
carried out in a manner that is consistent with the monitoring and measurement requirements.

Where necessary to ensure valid results, measuring equipment shall

a) be calibrated or verified at specified intervals, or prior to use, against measurement standards traceable to
international or national measurement standards; where no such standards exist, the basis used for calibration or
verification shall be recorded;

b) be adjusted or re’[adie&(ed-as-meaeary;
c) be identified to empable the calibration status to be determined;

d) be safeguarded ffom adjustments that would invalidate the measurement result;

e) be protected frorI damage and deterioration during handling, maintenance and storage,

In addition, the orggnization shall assess and record the validity of the previous<measuring results when the
equipment is found npt to conform to requirements. The organization shall take apprepriate action on tHe equipment
and any product affegted. Records of the results of calibration and verification shall'\be maintained (see(4.2.4).

When used in the magnitoring and measurement of specified requirements, the.ability of computer software to satisfy
the intended applicgtion shall be confirmed. This shall be undertaken prior to initial use and regonfirmed as
necessary.

NOTE See SO 10014-1 and ISO 10012-2 for guidance.

7.6 Control of monitoring and measuring devices in the educational organization

To ensure that measurement capability is congistent with the measurement requirements, measurement
systems should be vialidated for their reliability.and utility.

Monitoring and médasurement should be carried out during instruction to assure confornjity with the
instructional plan. This may include student performance profiles, assessments of personnel reqords, written
course assessmenis, observations—~which note whether instructors are following the plah, and final
examinations.

If follow-ups of graduates identify omitted or incorrect instruction, the educational organization|may wish to
recall the materials and/or provide students with the missing or corrected instruction.

l'so 9004:2000, Quality management systems — Guidelines for performance improvements

:?.6 Control of measuring and monitoring devices :

IManagement should define and implement effective and efficient measuring and monitoring processes, including I
1methods and devices for verification and validation of products and processes to ensure the satisfaction of customers |
1and other interested parties. These processes include surveys, simulations, and ather measurement and monitaring |
jactivities. |

IIn order fo provide confidence in data, the measuring and monitoring processes should include confirmation that lhe
dewces are fit for use and are maintained to suitable accuracy and accepted standards, as well as a means nf

|denl|fy|ng the status of the devices. |

IThe organization should consider means to eliminate potential errors from processes, such as "fool-proofing”, for |
| verification of process outputs in order to minimize the need for control of measuring and monitoring devices, and to |
jadd value for interested parties. I
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ISO 9001:2000, Quality management systems — Requirements
8 Measurement, analysis and improvement

8.1 General

The organization shall plan and implement the monitoring, measurement, analysis and improvement processes
needed

a) to demonstrate conformity of the product,
b) to ensure conformity of the quality management system, and
c) to continually improve the effectiveness of the quality management system.

This shall include determination of applicable methods, including statistical techniques, and the extent of their use.

8 Measurement, analysis and improvement

8.1 General guidance in the educational organizations

the identification of information sources. Data should be used Ao ensure the dffectiveness of the
teaching/leafning process. Examples include control graphs, histograms, Pareto charts, satisfaction surveys of
customer 4gnd other identified interested parties, teachifng) methods, organizational-administrative
measurements, measurements of variables related to students, teaching staff, support staff, and other
relevant indi¢ators such as failures, expenses, dropout and students' performance.

The educatipnal organization should establish a process for collecting thesappropriate i{formation, including

The measur¢ment process for education and supporting-processes should be divided into|the following steps:
— deciding which measurements will be of value to-monitor;
— observing and making qualitative and/or quahtitative measures; and

— converting information into knowledge.

11ISO 9004:2000, Quality management systems — Guidelines for performance improyements
|

:8 Measurement, analysis-and improvement

18.1 General guidance
|

18.1.1 Introduction

; Measurement data’are important for making fact-based decisions. Top management should [ensure effective and
efficient measurement, collection and validation of data to ensure the organization's performanck and the satisfaction
of interested parties. This should include review of the validity and purpose of measurements and the intended use
of data to ensure added value to the organization.

I .
1= capability of processes,

| — achievement of project cbjectives, and

— measurement and evaluation of its products,

I — satisfaction of customer and other interested parties.

|
1 The organization should continually monitor its performance improvement actions and record their implementation,

1 as this can provide data for future improvements.

! The results of the analysis of data from improvement activities should be one of the inputs to management review in

Iorder to provide information for improving the performance of the organization.
|

|
|
|
|
|
|
|
|
|
|
|
|
I Examples of measurement of performance of the organization's processes include |
|
|
|
|
|
|
|
|
|
|
|
1 1
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1
18.1.2 Issues to be considered

I Measurement, analysis and improvement include the following considerations:
|

18)

58

measurement data should be converted to information and knowledge to be of benefit to the organization;

measurement, analysis and improvement of products and processes should be used to establish appropriate

priorities for the organization;

in education

measurement methods employed by the organization should be reviewed periodically, and data should be
verified on a continual basis for accuracy and completeness;

benchmarking of individual processes should be used as a tool for improving the effectiveness and efficiency of 1

processes;

measurements of customer satisfaction should be considered as vital for evaluation of the organization's

performance;

use of measurenents, and the generating and communicating of the information obtained, are @3

organization and
such information

appropriate tools
be implemented;

the effectiveness
whether the infor]

where process 4§

performance datg in order to understand better the nature of the charaeferistic under study;

the use of appr
measurement va

self-assessment
system and the
improvement (se

should be the basis for performance improvement and the involvement of ififerg
should be current, and its purpose should be clearly defined;

for the communication of information resulting from the analyses of the (measure

and efficiency of communicating with interested parties shauld. be measured
mation is timely and clearly understood;

nd product performance criteria are met, it may still be,'beneficial to monitor

bpriate statistical or other techniques can help inythe understanding of both
Fiation, and can thereby improve process and prodict performance by controlling

level of the organization's performance,.a8s well as to define opportunities for
B annex A).

tential to thel
sted parties; |
|

hents should !
|
|
o determine |
|
and analyse |
|

|
DrOcess andl

ariation; :

should be considered on a periodic basis to assess the maturity of the quality fnanagement |

performance |
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ISO 9001:2000, Quality management systems — Requirements
8.2 Monitoring and measurement

8.2.1 Customer satisfaction

As one of the measurements of the performance of the quality management system, the organization shall monitor
information relating to customer perception as to whether the organization has met customer requirements. The
methods for obtaining and using this information shall be determined.

8.2 Monitoring and measurement

8.2.1 Customer satisfaction in the educational organization

The educat
satisfaction.
evidence. T
frequencies

onal organization should have reliable methods for monitoring and heasuring customer
Trend indicators of customer satisfaction should be documented and,supported by objective
he organization should communicate the results of customer.-satisfadtion at appropriate
o interested parties.

Examples of wers to complaints,

satisfaction s

monitoring and measurement of customer satisfaction include timely ang
urveys regarding the courtesy of administrative and teaching staff.

yements

ISO 9004:2000, Quality management systems — Guidelinesfor performance improy

I8.2 Measuring and monitoring

t[r
:8.2.1 Measurement and monitoring of system performance

18.21.1 General
|

| Top management should ensure that effective and efficient methods are used to identify areas fgr improvement of the

jquality management system performance. Examples of methods include

I satisfactipn surveys for customers and bther interested parties,

| ) ,
— internal qudits,

|

1— financial
|
|

|
18.2.1.2 Medsurementand monitoring of customer satisfaction

measurements, and

— self-assessment.

:Measuremert and-monitoring of customer satisfaction is based on review of customer-related information. The
collection of suck’information may be active or passive. Management should recognize that there are many sources
IDf customer-related information, and should establish effective and efficient processes to collect, analyse and use
Ithis information for improving the performance of the organization. The organization should identify sources of !
lcustomer and end-user information, available in written and verbal forms, from internal and external sources.
IExamples of customer-related information include

! customer and user sSurveys,

: feedback on aspects of product,

|

|—
|—
1—
|
|
IManagement should use measurement of customer satisfaction as a vital tool. The organization's process for |
Irequesting, measuring and maonitoring feedback of customer satisfaction should provide information on a continual 1
| basis. This process should consider conformity fo requirements, meeting needs and expectations of cusiomers, as |

customer requirements and contract information,
market needs,

service delivery data, and

— information relating to competition.

jwell as the price and delivery of product.
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1 1
IThe organization should establish and use sources of customer satisfaction information and should cooperate with |
|its customers in order to anticipate future needs. The organization should plan and establish processes to listen |
| effectively and efficiently to the “voice of the customer”’. Planning for these processes should define and implement |
data-collection methods, including information sources, frequency of collection, and data-analysis review. Examples |
jof sources of information on customer satisfaction include I

I— customer complaints, |
— communicating directly with customers, !
— qguestionnaires and surveys, :
|— subcontracted collection and analysis of data, I
I— focus groups, 1
— reports from consumer organizations, :
|— reports in various media, and |

|

1— sector and indusify studies.
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8.2.2 Internal audit

The organization shall conduct internal audits at planned intervals to determine whether the quality management
system

a) conforms to the planned arrangements (see 7.1), to the requirements of this International Standard and to the
quality management system requirements established by the organization, and

b)

An audit programme shall be planned, taking into consideration the status and importance of the processes and
areas to be audited, as well as the results of previous audits. The audit criteria, scope, frequency and methods shall
be defined. Selection of auditors and conduct of audits shall ensure abjectivity and impartiality of the audit process.
Auditors shall not audit their own work.

is effectively implemented and maintained.

bilities and requirements for planning and conducting audits, and for reporting reiults and maintaining
4.2.4) shall be defined in a documented procedure.

The respons
records (see

ment responsible for the area being audited shall ensure that actions are‘taken without undue delay to
cted nonconformities and their causes. Follow-up activities shall includethe verification of the actions
reporting of verification results (see 8.5.2).

The manage
eliminate def
taken and th

0O 10011-1, 1SO 10011-2 and ISO 10011-3 for guidance.

NOTE See I

8.2.2 Internal audit in the educational organization

d to the educational
tiveness of teaching
n. The organization

The educati¢pnal organization should carry out internal audits considering aspects relate
product, accleditation and certification, failures in the teaching/learning process, the effeq
methods, educational processes and performance \of the quality management syster
should document the final report of the internal audit,

Examples oflaspects to be evaluated are:

that the procedures for the achievement of educational objectives have beer fully implemented;

verifying

verifying that quality management system requirements have been achieved;

verifying that sufficient resources have been provided to achieve quality objectives;

quality records as stated-in-the quality management system;

activities of the organization personnel that affect quality; and

) that ISQ9001 requirements are known, implemented, and maintained.

ensuring

NOTE See [SO 19011:2002.

: ISO 9004:2000, Quality management systems — Guidelines for performance improvements

18.2.1.3 Internal audit
|
| Top management should ensure the establishment of an effective and efficient internal audit process to assess the |

| strengths and weaknesses of the guality management system. The internal audit process acts as a management tool |
i for independent assessment of any designated process or activity. The internal audit process provides an
j independent tool for use in obtaining objective evidence that the existing requirements have been met, since the
I internal audit evaluates the effectiveness and efficiency of the organization. I

It is important that management ensure improvement actions are taken in response to internal audit results. Planning !
I for internal audits should be flexible in order to permit changes in emphasis based on findings and objective evidence |
I obtained during the audit. Relevant input from the area to be audited, as well as from other interested parties, should |
| be considered in the development of internal audit plans. 1

©1S0 2003 —

All rights reserved

61


https://iecnorm.com/api/?name=70d7013e95a59be3eeabd16cf4674382

IWA 2:2003(E)

Quality Management Systems — Guidelines for the

application of ISO 9001:2000

1
| Examples of subjects for consideration by internal auditing include

I—
opportunities for
— capability of proc

improvement aci

effective and efficient implementation of processes,

continual improvement,
£5585,

effective and efficient use of statistical techniques,

use of information technology,

analysis of quality cost data,

effective and efficient use of resources,

process and product performance results and expectations,
adequacy and accuracy of performance measurement,

vities, and

in education

relationships witH

Internal audit reporti

18.2.1.4 Financial measures

|

(Management should
Ic:rg;zmizaticm. Examp
|— prevention and a
I— noncanformity col
:— internal and exte

|— life-cycle cost anglysis.

ITop management sh
lusually performed O
leffectiveness and eff|
1by the organization
|performance. Self-asg
jthe internal audit pro
jpalicies, procedures
jmanagement system

I'The range and depth
IThe self-assessment
lefficiency of the impld

recognition by managiement and motivation of people.

I!3.2.1.5 Self-assesgment

interested parties.

g sometimes includes evidence of excellent performance in order to provide,opp

es of financial measures include
bpraisal costs analysis,

5t analysis,

nal failure cost analysis, and

ould consider establishing and,implementing self-assessment. This is a carefu
y the organization's own management, that results in an opinion or judge
ciency of the organization and the maturity of the quality management system. It

to benchmark its @erformance against that of external organizations and
sessment also aids in ‘evaluating the performance improvement of the organizati
Cess of an organization is an independent audit used to obtain objective evidence

of self<assessment should be planned in relation to the organization's objectives 3
approach described in annex A focuses on determining the degree of the effec
bmentation of the organization's quality management system. Some of the advants

consider the conversion of data from processes to financialinformation in ordgr to provide
jcomparable measurgs across processes and to facilitate improvement of the‘effectiveness and effig

ortunities for

iency of the

|

| evaluation, 1
ment of thel
can be used |
world-class |
on, whereas |
that existing |

pr requirements have been met, as it evaluates the effectiveness and efficiency ¢f the quality |

nd priorities. !
iveness and !
ges of using !

lthe self-assessment

it is easy to use,

JPPTOaC T QiveTT 1T anmex A& are tat

it is simple to understand,

it has minimal impact on the use of management resources, and

it pravides input for enhancing the performance of the organization's quality management system.

lAnnex A is only one example of self-assessment. Self-assessment should not be considered as an alternative to |
linternal or external quality auditing. Use of the approach described in annex A can provide management with an |
1overall view of the performance of the organization and the degree of maturity of the quality management system. It |
1can also provide input for identifying areas in the organization requiring performance improvement and in helping to |
jdetermine priorities.
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8.2.3 Monitoring and measurement of processes

The organization shall apply suitable methods for monitoring and, where applicable, measurement of the quality
management system processes. These methods shall demonstrate the ability of the processes to achieve planned
results. When planned results are not achieved, correction and corrective action shall be taken, as appropriate, to
ensure confor

mity of the product.

8.2.3 Monitoring and measurement of processes in the educational organization

The educational organization should measure and monitor the processes used to manage and deliver the
educational products. Measurement should be done at appropriate periods.

Examples of]
— adminis

record n

educatid

The educatiq
of methods i

11SO 9004:2000, Quality management systems — Guidelines for performance improy

|
18.2.2 Meas|

' The arganiz
! performance

Vin process
|

| Measurements should be used for managing daily operations, for evaluation of the processes th

1 small-step 0
| Strategic obj

I Measurements of process performance should cover the needs and expectations of interested

manner. Exa
capabilit
reaction

cycle tim|

hanagement; and

measurable aspects of dependability

the processes that should be monitored include, but are not limited to:

ration of enrolments and assessments;

nal programmes.

nal organization should document methods used in orderto measure the p
hclude comparative analysis, statistical methods, cycle time, eftc.

urement and monitoring of processes

ation should identify measurement methods and should perform measurements
The organization should incorporatée these measurements into processes and us
anagement.

ongoing continual imprevements, as well as for breakthrough projects, accord|
rctives of the organization.

mples include
ime,
or throughput,

rocesses. Examples

yements

to evaluate process
e the measurements !
|

|
at may be suitable for |
ng to the vision and

parties in a balanced :

yield,

the effectiveness and efficiency of the organization's peaple,
utilization of technologies,
waste reduction, and

cost allocation and reduction.
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8.2.4 Monitoring and measurement of product

The organization shall monitor and measure the characteristics of the product to verify that product requirements
have been met. This shall be carried out at appropriate stages of the product realization process in accordance with
the planned arrangements (see 7.1).

Evidence of conformity with the acceptance criteria shall be maintained. Records shall indicate the person(s)
authorizing release of product (see 4.2.4).

Product release and service delivery shall not proceed until the planned arrangements (see 7.1) have been
satisfactorily completed, unless otherwise approved by a relevant authority and, where applicable, by the customer.

8.2.4 Monitoring

The educational org
in order to maintain

For all types of edud
be used to measure

A range of measure

The results of this
products achieved th

: ISO 9004:2000, Quiality management systems — Guidelines for performance improvement$

18.2.3 Measuremen
|

1 The organization shg
1products. The measy
jinterested parties hay

'When selecting mea
I customer needs and
|

land measurement of product in the educational organization

anization should establish and use methods for monitoring educational\prodt
pstablished educational processes.

ation, specific evaluation processes, such as assessments, tests(or examina
the progress toward fulfilling the curriculum requirements.

b from observation of performance to a full set of examipations may be used.

evaluation process should be recorded and used to/demonstrate that the
e planned objectives.

and monitoring of product

uld establish and specify the measurement requirements (including acceptance c
rement of product should be planned and performed in order to verify that the req
e been achieved and usedtaimprove the realization processes.

surement methods for ensuring that products conform to requirements and when
expectations, the opganization should consider the following:

Are and teols required;

table-measurement points in the realization process sequence;

bedweasured at each point, and the documentation and acceptance criteria to be

uct characteristics,) which then determine the types of measurement, suitable nmyeasurement
means, the accuracy required and skills needed;

ct outcomes

tions, should

educational

_____ I
|
|
|
riteria) for its 1

uirements of |
|

considering

used;

customer established points for witness or verification of selected characteristics of a product;
inspections or testing required to be witnessed or performed by statutory and regulatory authorities;

where, when and how the organization intends, or is required by the customer or statutory and regulatory
authorities, to engage qualified third parties to perform

qualification of people, materials, products, processes, and the quality management system;
final inspection to confirm that verification and validation activities have been completed and accepted;

recording the results of product measurements.

12) the types of prog

|

Ib) equipment, softw|

|

1¢) the location of su

Id) characteristics to

|

IE:l

If)

|

9

| .

; — lypetesting,

I — in-process inspections or testing,
1 — product verification,
: — product validation, and
I — product qualification;
1h)

1.

II:J

1)
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I The organization should review the methods used for measuring products and the planned records of verification, to |
jconsider opportunities for performance improvement. Typical examples of product measurement records that could |
be considered for performance improvement include

I— inspectio

n and test reports,

I_ material release notices,

— product acceptance forms, and

|— certificates of conformity as required.

: 8.2.4 Meas

urement and monitoring the satisfaction of interested parties

I The aorganization should identify the measurement information required to meet the needs of interested parties (other |
I than customers), in relation to the processes of the organization in order to balance the allocation of resources. Such |
1 information should include measurements relating to the people in the organization, owners and investors, suppliers |
I and partnerg, as well as society. Measurement examples are as follows.

: a) For peogle in the organization, the organization should

— surviy the opinions of its people regarding how well the organization satisfies the€ir ned

and

— das5e

b) For owngrs and investors, the organization should

— dsse|

— dasse|

Es its capacity to attain defined objectives,
55 its financial performance,

— evaljate the impact of external factors on its results, and

— idenfffy the value contributed by the actions taken.

c) For suppliers and partners, the organization should

v the opinions of suppliers and parineges on their satisfaction with the purchas

arganization,

— moenifor and supply feedback on the performance of suppliers and partners and their|

organization's purchasing policy, and

— asse|

s the quality of product puschased, contributions from suppliers and partners,

derivied from the relationshig,

d) For socigty, the organization(should

— defin
and

le and track suilable’data relative fo its objectives, in order to achieve satisfactory in

— periddically agsass the effectiveness and efficiency of its actions and the perceptions

1
1
1
1
1
1
1
1
1
1
1
1
1 — 5urw
1
1
1
1
1
1
1
1
1
1
1

relev

ant partseof society.

Es individual and collective performances and their contribution to-.organizational rgsults.

|
ds and expectations, |

ng processes of the

|
compliance with thel
|

and mutual benefits!
|

eraction with society, 1
|

of its performance by :
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8.3 Control of nonconforming product

The organization shall ensure that product which does not conform to product requirements is identified and
controlled to prevent its unintended use or delivery. The controls and related responsibilities and authorities for
dealing with nonconforming product shall be defined in a documented procedure.

The organization shall deal with nonconforming product by one or more of the following ways:
a) by taking action to eliminate the detected nonconformity;

b) by authorizing its use, release or acceptance under concession by a relevant authority and, where applicable, by
the customer;

c) by taking action to preclude its original intended use or application.

Records of the naturgof nonconformities and any SubsSequent aclions taken, mncluding concessions ofjtained, shall

be maintained (see 4.2.4).

When nonconforming product is corrected it shall be subject to re-verification to demonstrate confgrmity to the
requirements.

When nonconforming product is detected after delivery or use has started, the organization shall take action
appropriate to the effects, or potential effects, of the nonconformity.

8.3 Control of nonconforming products in the educational organization

Areas in which nongonformities can may be found include, but are*net limited to, training plans, teaching staff
and student performance, materials, and services provided for educational organizations.

Where a nonconformity exists, involving student participation in the educational process, students may be,
where permitted:

a) provided with adlditional training and permitted to ©e reassessed;
b) to continue in the educational programme in accordance to defined procedures; and

c) transferred to apother study programme;
Nonconforming products may include edueational programmes, training plans, support materials, lor tools.

Waivers for special programs should-be recorded and reviewed annually.

:ISO 9004:2000, Quiality management systems — Guidelines for performance improvements

:8.3 Control of ngnconformity

|
|
|
|
:8.3.1 General :
| Top management should empower people in the organization with the authority and responsibility fo reporti
I nonconformities at any stage of a process in order to ensure timely detection and disposition of nonconformities. |
| Authority for response to nonconformities should be defined to maintain achievement of process and product)

| requirements. The organization should effectively and efficiently control nonconforming product identification, |
| segregation and disposition in order to prevent misuse. I

' Where practical, nonconformities should be recorded, together with their disposition, to assist learning and to provide !
| data for analysis and improvement activities. The organization may also decide that nonconformities to both product !
I realization and support processes should be recorded and controlled. !
| |
| The organization can also consider recording information on those nonconformities that are corrected in the normal |
j course of work. Such data can provide valuable information for improving the effectiveness and efficiency of

| brocesses. I
1 1
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