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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 ISO member body has the right to be represented. International organizations, governmental and

nongovernmental, in

liaison with ISO, also take part in the work.

In order to respond to urgent market requirements, ISO has also introduced the possibility of preparing

documents through
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Introduction

0.1 General

Quality Management Systems — Guidelines for the

application of ISO 9001:2000

in education

This International Workshop Agreement provides guidance to educational organizations for implementing an

effective quality man

agement system in conjunction with and based on ISO 9001:2000.

The objective of this International Workshop Agreement i is to assure the overaII effectiveness of the education

organization’s quality
service to the learnef.

0.2 Quality mana
The guidance to m
organizations towar
additional principles
follows.

implementing a
operational proq
aim of the orgd
organization to

Understanding
advantage of t
educational org

creation of learmer value. The educational*organization’s core competence should support i

adapting to cha

objectives from

realize the visi
education envir

Process approaach: educational organizations should adopt a process approach when de

Total optimization (systems approach to management) enables each operational process f

Visionary leadership (lgadership) in educational organizations establishes vision, creat

gement principles

anagement offered in this International Workshop Agreemegnt{and ISO ¢
H improved performance is based on the eight quality management prir
could be considered to sustain success. An example-~for educational (

quality management system. The organization. should identify the degree tc
ess creates learner value. For this reason it.should include the processes 1
nization. Understanding interactions among processes is important for the
mprove processes while balancing the system at large.

core competence (customer focus) includes various enablers to ensurg
he educational organization. These enablers include technology, skill,
hges in the education environment to maintain its competitive advantage.

an administrative standpoint.

bn, and.\leads the educational organization in responding promptly to ch
bnment:

educational

001 to lead
ciples. Four
brganizations

veloping and
which each
elated to the
educational

competitive

ekpertise and
hnization’s culture. The collective strength specific to the educational organization leads to

nnovation by

0 achieve its

es policy to
ange in the

Factual approé

s based on

clearly understood facts and not on convenient speculat|on To this end, |nformat|on and wisdom are
combined with analysis, logical thinking, and the scientific approach.

Collaboration with partners (mutually beneficial supplier relationships) is important to obtain optimal
wisdom, skill, and creativity to achieve learner value.

Involvement of people is the most effective and efficient way for an educational organization to achieve
its objectives, to facilitate involvement of all people in the educational organization, and to make a
maximum use of its people’s competence, wisdom, skill, and creativity.

Continuous improvement of the educational organization’s learning process and the learner’s personal
learning enables educational organizations to keep creating values. This enables sustained growth in the
external educational environment. It increases learning, personal wisdom, and the educational
organization’s wisdom in an innovative and constructive way.

© 1SO 2007 — All rights reserved
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The four add

itional principles for sustaining success include the following:

IWA 2:2007(E)

— Creating learner value to encourage learners to feel satisfied with the value they are receiving.
Satisfaction measures determine the degree to which values meet learners’ needs and expectations.
Measurement results help educational organizations to increase value by improving their processes for

creating

learner value.

— Focusing on social value means attending to how learners and other interested parties feel about
ethics, safety, and environmental conservation. Educational organizations can ensure sustainable growth
only when the larger society appreciates value-added output of learners.

— Agility is essential to sustained growth in a drastically changing education environment and turns an
ever-changing education environment into an opportunity for continuing successes in education.

— Autono
make itg

0.3 Relati

ISO 9001 sp
organization
managemen

This Internat
provides gu
performance
guide for ed
ISO 9001, in

My is based on circumstance analysis and self-analysis. The educational
own value decisions and take actions on its own, free from stereotyping.

pnship with ISO 9001

pcifies requirements for a quality management system thatcan be used for in
5 for certification or for contractual purposes. It focuses)'on the effective
[ system in meeting requirements.

onal Workshop Agreement is not intended for certification nor for contractua
dance on a wide range of topics for théseontinuous improvement g
, efficiency, and effectiveness. This International Workshop Agreement is
ucational organizations whose top management wishes to move beyond
pursuit of continuous improvement and:sustainability of success.

organization should

ternal application by
ness of the quality

purposes. Rather, it
f an organization's
recommended as a
the requirements of
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Quality management systems — Guidelines for the application
of ISO 9001:2000 in education

1 Scope

This International Workshop Agreement provides guidance for a quality management system in educational
organizations.

The guidelin
modify the
assessment

Annex A pro
educational

2 Normas
The followin
references,

document (in

I1ISO 9000:20

ISO 9001:20

3 Terms
For the purp
3.1

educational
organization

es contained within this International Workshop Agreement do not add(toe,
requirements of I1SO 9001:2000, and are not intended for use in‘\cont
or for certification.

vides a self-assessment questionnaire for educational organizations. Annex
brocesses, measures, records and tools.

tive references

g referenced documents are indispensable for the application of this d

change or otherwise
facts for conformity

B lists examples of

pcument. For dated

only the edition cited applies. For undated’ references, the latest edition of the referenced

cluding any amendments) applies.
05, Quality management systems —<\Fundamentals and vocabulary

00, Quality management systems — Requirements

and definitions

pses of this document, the terms and definitions given in ISO 9000:2005 and

organization
providing educational services

NOTE A

he following apply.

independently

3.2
education p

h_aducational oraanization-can-be-a-school a3t anv_academiclevel-or a traininag-ce
) J ’ b4

or as part of a larger organization.

rovider

person who delivers education to learners

EXAMPLE

Teacher, instructor, lecturer, professor and trainer.

© 1SO 2007 — All rights reserved
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4 Quality management system in the educational organization

4.1 General guidance

The educational organization should define the scope of the quality management system and the areas
included for its application. Examples include departments within a larger educational organization, an entire
educational organization, or all educational organizations in a given government.

The educational organization should define and manage the processes for the quality management system.
Processes related to the aim of the organization should be included during and following the provision of the
educational service:

a) education design;

b) curriculum development;

c) education delivery;
d) assessment of I¢arning.
A list of processes carried out typically in educational organizations is given,in B:1.

The organizational ment of the

quality management

tructure, responsibilities, resources, and services/should support improve
system.

Educational organiz accreditation
requirements or any

btions should identify and ensure compliancé’with statutory, regulatory and
other norms that apply to them.

4.2 Documentation

4.21 General

e terms and
certification

The quality manual
definitions required
programmes, and sy

of an educational organjzation’s quality management system should includ
by the organization,\‘applicable laws and regulations, accreditation and
pport services, among others.

4.2.2 Quality manjual

The quality manual
and interactions of
applicable documen

4.2.3 Control of d

shouldsdescribe the scope of the educational organization’s quality manage
its-educational and support processes. It should include, or contain, refe
ed'procedures and other criteria upon which the quality management system

ment system
rences to all
is based.

ocuments

The purpose of document control is to ensure that documents from the quality management system are
continuously updated and are available for use in their current version only. The educational organization
should establish documented procedures for:

a)
b)
c)

d)

ensuring that documents are available to the organization’s personnel;

managing and controlling the learner’s legal documents;

©1S0 2007 - Al

editing, reviewing and approving internal documents, including their identification and revision status;

controlling external documents, mainly relevant regulations, that should be continuously updated;
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e) ensuring the traceability of educational services; and

f)

verifying the fulfilment of requirements in the established educational stages.

IWA 2:2007(E)

Educational organizations should determine which documents define, direct, and control instruction and
support activities; these documents should be controlled (see 7.1). Documents generated internally should be
reviewed and approved for adequacy and conformity with the quality management system.

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. (See 7.3).

Procedures for activities such as course registration, lesson planning, research reporting should be
maintained to provide the complete and current documents needed.

The docume]
rules, goverrn

4.2.4 Cont

A record pro
in each stagy

The educati
specified by

Learner and
maintained 4

5 Manag

5.1 Mana

Top managsg
learner.
NOTE 1 In

NOTE2 In

Top manags

gement commitment

nt control system should include provisions for control of external documents
ment circulars, accreditation regulations, and interested parties’ concerns:

rol of records

vides information about the activities carried out in the organization, such as
e of the learning process (provision of education).

pbnal organization should establish retention time$ ‘and record disposal -
egislation or regulation.

instructional records within the guidelines of’privacy protection, such as thg
y educational organizations.

ement responsibility in the educational organization

ment should identify the educational service which satisfies the needs and

this InternationaMWorkshop Agreement, the learner is the customer.
this Interhational Workshop Agreement, the education service is the product.

mént-should identify and show its commitment to continuous improvemern

service and the qualify management system

such as legislation,

the results obtained

- that are generally

se listed in B.3, are

expectations of the

t of the educational

Some strategies that top management should consider include:

ging the identification and use of best practices;

and its relation to the members’ work;

a)
b)
C) encoura
d)
e)

realized
©1S0 2007 - A
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communicating the quality management system plan throughout the educational organization;

strategic planning considering the aim and future goals of the educational organization;

establishing a quality policy ensuring all the members of the organization know the vision and mission

establishing quality objectives to realize aims and intentions that are expressed in the quality policy to be
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9)
objectives.
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application of ISO 9001:2000

5.2 Customer focus

in education

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

measuring the organization performance to monitor the fulfilment of the established policies and

The educational organization top management should identify and document the needs and expectations of
learners, defined as curriculum requirements that include learning outcomes and specific performance

indicators. Learners'

requirements are often implied.

5.3 Quality policy

The educational org
decision-making inv:

The quality policy sh

The quality policy
regulations, accredi
should ensure that
organization.

anization’s top management should use the quality policy for guiding_.and
blved in the continuous improvement of the educational processes.

ould be documented.

tion requirements and other policies of the educational organization. Top
e quality policy is communicated and understood, implemented, and maint

leading the

should be consistent with professional education standards, governmemt rules and

management
ained by the

The highest authority in the organization signing the quality policy should ensure its continued suitability.
5.4 Planning
5.4.1 Quality objectives

Objectives should K
system, aligned with

Quality objectives s
specifications, and i

educational service
B.2.

5.4.2 Quality man

Top management

e measurable and relevant to the activities and processes of the quality
the organization’s quality policy, and with the requirements of accreditation pj

hould be integrated in the educational organizations’ overall objectives, su
hclude performancetmeasures or indicators. An educational organization sh

pagement system planning

management
rogrammes.

bport service
ould align its

putcomes with its ‘objectives and provide performance measures through indlicators. See

hould-be responsible for planning the quality management system. Pla

include the activities|
the achievement of t

5.5 Responsibil

5.5.1 Responsibil

ning should

and resources needed to ensure the effectiveness of the quality management system for

he educational organization’s objectives.
ity, authority and communication

ity and authority

The educational organization’s top management should clearly describe the organizational structure, with a
focus on processes which support the development and deployment of the quality management system as
well as the educational organization’s objectives. This should include responsibility and authority delegation
per functional area of the personnel involved in the quality management system processes.

5.5.2 Management representative

The management representative serves as liaison with the certifying body, when the educational organization
aims to certify its quality management system.
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A management representative should be appointed and given authority by the top management to monitor,
evaluate and maintain the operation of the quality management system. This responsibility is for ensuring that
the requirements of ISO 9001:2000 are met on an on-going basis to enforce the effectiveness and
improvement of the quality management system. The representative should report to top management, and
communicate with learners and other interested parties, on issues pertaining to the quality management
system.

The appointed person(s) should develop appropriate skills in the areas of communication and inter personal
relations. This person should be familiar with ISO 9000 standards, the principles of continuous improvement
as well as with learner requirements, and should also be available for advice on the standards’

implementati

5.5.3

on.

Internal communication

Top manage
communicati
policy, quali
improvemen
in these ach
as a means

Examples of

The educatid
organization

5.6 Mana

5.6.1

ment of the educational organization should establish and implement effs
ng all issues related to the performance of the quality management system
y requirements, objectives, and achievements. Providing such informatio
of the quality management system’s performance, directly involving’the orga
evements. Top management should actively encourage communication feed
bf involving them.

activities related to internal communication are listed in\B.3.

nal organization top management should ensure.that communication takes p
bl levels, as well across different areas and departments.

gement review

General

The educatipnal organization top managément should conduct periodic reviews of the

system, accq
in fulfilling ok

Outputs fron
quality mang

Records sho

The comple
services arg

jectives and satisfying requirements.

reviews should provide data for strategic planning to promote performance
gement system!

uld be kept of'the management reviews. See B.3.
ity and_ criticality of an educational organization’s services and associated

significant factors that should be considered in determining the freq
system’s reviews

managemen

bctive processes for
such as the quality
h should aid in the
nization’s personnel
back from personnel

lace among different

quality management

rding to the organization!s‘needs, to assess the effectiveness of the quality management system

improvement of the

structure or support
uency of a quality

5.6.2 Review input

A review of the quality management system should include the scheduled periodic review of the instructional
and support systems, learner satisfaction, assessment criteria, evaluation results, documented improvements
and design and development review when new curriculum is initiated. This list is neither exhaustive nor
prescriptive. See 1ISO 9001:2000, 5.6.2.

5.6.3 Review output

As a result of reviewing the quality management system, the educational organization top management
should carry out actions to improve the performance of the quality management system and its processes.

Outputs from the review of the quality management system should be recorded and communicated to all
personnel of the educational organization.

© 1SO 2007 — All rights reserved


https://iecnorm.com/api/?name=ae58f229833776ecbec365251d9c4ecb

IWA 2:2007(E) Quality Management Systems — Guidelines for the

application of ISO 9001:2000 in education

6 Resource management in the educational organization

6.1 Provision of resources

The educational organization should identify the resource needs for the provision of the educational service.
The organization should also ensure resource availability for the effective functioning of the quality
management system, as well as providing resources for enhancing learner satisfaction by meeting learner
requirements. The organization should:

a) establish information inputs for detecting the needs for resources;

b) perform resource planning for the short, medium and long term;

c) carry out follow4up of verification and assessment tasks; and

d) provide the resqurces to communicate effectively to the teaching staff, the administrative’staff, employees

maintain and improve the effectiveness of the quality management system gnd to ensure

ds are met.

and learners, to
that learner neg

6.2 Human resaurces

6.2.1 General

educational
em. See B.3

The educational org
service and ensure {
and 1SO 9001:2000,

Bnization should identify all type of resources fnieeded for the provision of the
heir availability for the effective performancezof the quality management syst
6.2.1.

6.2.2 Competence, awareness, and training

Top management s
training are aligned

The educational or
curriculum requirem

6.3 Infrastructu

The educational org
needed to support th

hould provide employees with_information on how their competence, awa
vith their responsibilities, authorities, and academic-administrative activities.

panization should carry. out systematic actions for comparing competen
bnts. See B.1 and }JS©9001:2000, 6.2.2.

(€

anization. should identify the specific infrastructure, facilities, environment an
e teaching-learning processes, as well as the educational service.

reness, and

ce needs to

d equipment

The organization sh

onld define rpepnneihilitipq and authaorities for Parrying out hidding purc

se, receipt,

storage, safeguarding, installation, usage, and maintenance activities.

The educational organization should determine programmes for planning, providing and maintaining the
necessary infrastructure, and for analyzing the associated risks regarding people’s security, safety, and
hygiene.

Infrastructure includes but is not limited to buildings, working spaces: classrooms, laboratories, workshops,

libraries, green areas, online components and related services, such as health facilities, physical security,
transport, bookstore, and cafeterias, among others.

6.4 Work environment

The provision of the educational service should include creating and maintaining conditions conducive to a
learning environment that meets learner requirements.
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The educational organization should provide evidence that the work environment is periodically assessed, as
well as evidence of actions taken in this regard, when applicable. Outputs of this assessment should be
included in the management review (5.6.2) and should serve as part of the basis for continuous improvement
(8.5).

7 Realization of the educational service

7.1 Planning the realization

The educational organization should plan the different stages of the educational service, including design and
development of teaching methods, design, developing, reviewing and updating study plans and curricula,

learning ass

essment and fnllnw-llp support services activities resource allocation evaluation criteria, and

improvemen
The organiza

In education
educational {

The learning
developmen
should also

instructional

procedures to achieve the desired results.
tion should plan the necessary resources for all processes (6.1).

Bl organizations, processes for realization (transforming curriculun into learn
service are included in B.1.

processes that should be controlled may include mneeds assessment,
and delivery, and outcome measurement. The majorsupport processes de
be controlled. The control methods should be part 6f the management reviey
specifications are met and that the control tmethods are consistent w

er behaviour) of the

nstructional design,
scribed in ISO 9001
(5.6) to assure that
th accepted quality

practices. Changes in the control methods of these major processes should be dpcumented and the

instruction should be evaluated after any change has taken’ place.

Monitoring should be carried out to verify that contre"methods are effective, and records ghould be kept.

7.2 Learner-related processes

d consumed during
existing knowledge

Educational jorganizations typically provide a service that is intangible, not storable, ar
delivery. Edlicational organizations .should provide the opportunity for learners to study

and to pradtice its application. When learning takes place in an educational organpization’s classroom

buildings, expectations may include (but are not restricted to) the following:

a) safe, cldan facilities with 'someone in charge;

b) two-way communication procedures between interested parties and the educatiopal organization are
responsjve;

c) the organization’spersonnelireat-everyone-with-respect-and

d) appropriate activities are conducted by qualified personnel.

7.2.1 Determination of educational service-related requirements

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

The specific requirements of the learner may be contained in his/her study plans and curricula and the
educational service provided by high studies educational organizations, among others.

The educational service must comply with the legal, regulatory and accreditation requirements related to
education.
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Service-related requirements in an educational organization also include the requirements established by the
organization to provide the educational service to the learner. This may include proof of previous studies,
personal documents to be provided by the learner, the organization’s administrative rules, and codes of
conduct for learners, among others.

7.2.2 Review of requirements related to learning
The educational organization should review the requirements related to learning to ensure that
a) requirements are defined,

b) requirements differing from those previously expressed are resolved, and

c) it has the ability|to meet the defined requirements.

When the learning tequirements are changed, the organization should ensure that relevant documents are
amended and that rglevant personnel are made aware of the changed requirements.

Records should be Kept of this review of learning requirements. See B.3.

7.2.3 Learner conimunication

The educational organization should determine and implement effective.arrangements for commynicating with
learners in relation to:

a) course informatfon,
b) learning plans, including curriculum, and

c) learner feedback, including learner complaints.
7.3 Design and development in the educational organization

7.3.1 Design and development planning
Top management should considerihe-design and development of education for the benefits of legrners.
Design control activifies should\be appropriate to the purpose and duration of the education servige.

Procedures should gnsufe that appropriate instruction materials match instruction requirements.

Calibrated equipment may be needed for some nstructional purposes.

Needs assessments should include learner achievement and system effectiveness. These assessments
should include potential or actual performance requirements to determine:

a) how instruction can help learners to become competent;

b) how new requirements can be met;

¢) which specific measures of instructional effectiveness are appropriate; and
d) what skills 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.
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A needs analysis report should provide input to the instructional design process, describing the results of the
needs assessment and stating the goals for design.

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 process, and associated

criteria.

7.3.2 Design and development inputs

The educational organization should identify the inputs to the design of curricula and keep records of these
inputs. See B.3 and ISO 9001:2000, 7.3.2.

7.3.3 Desis

Design and
strategies, a

7.3.4 Desis

Participants
versus the

gn and development outputs

development outputs should, at least, include skills and knowledge to-be
nd assessment of performance, among others. See B.3.

gn and development review

from relevant functions at each identified stage should réview the design and
corresponding requirements (e.g. professional profiles, competence certifi

complex matters could be minutes of formal meetings.

A design rev
should be a
responsible

judging the 3

The design {
based upon
implementat

A developm
ensure that t

An instructio
review shou
activity. It i
Functions re
Criteria for 4

ew (assessment and evaluation) process should be used for all instructional
ccomplished by those who are responsiblesfor the design, interested partig
for the design. These people reviewing the design review reports should
dequacy of the design to meet the requjrements.

rocess should be evaluated in terms of the instructional outcome desired. T
experience of successful prejects and information from the subsequer
on phases.

bnt report or checklist should be generated to document the procedures
he instruction meets\the design specifications.

N review process should be used for all instructions. Functions responsible fq
d be identified. Consideration should be given to the fact that design re
intended )primarily to provide synergistic verification of the work of the
sponsible for authorizing the progression of the design to the next phase
cceptance, in terms of readiness for use in instruction, should be specified

following:

Acquired, instruction

development results
cation). Records for

designs. The review
ps, and persons not
be responsible for

his review should be
t development and

used and how they

r participating in the
view is an advisory
development team.
should be identified.
and may include the

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

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

approval of the technological soundness by a technology specialist; trials of both the instruction and the

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

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

conducted, including the support materials for learners as well as procedures and support materials for

b)
c)
d)
preparin
©1S0 2007 - A
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In the implementation phase, organizations should describe how the development process should be
reviewed and revised based upon successive project-by-project experience with the process, including any
learner complaints that become available during the process.

7.3.5 Design and development verification

Design verification should be performed in one or several stages according to the design and development
plan. This activity should be performed internally by any specialist who has not participated in the design and
development review, or externally, to carry out an independent verification of the review. The design and
development output stage should match the design and development input specifications. Records of the

verification outputs and any necessary actions should be maintained.

Records should be kept of this verification. See B.3.

7.3.6 Design and

This process is carr|
resulting curriculum

Validation should bg
are accepted validg
maintained.

Records should be K

7.3.7 Control of d

In the education eny
and resulting revisio

The revision of any
should be maintaine

Records should be K

7.4 Purchasing

Top management of]
should include the ¢
needs and the requi

psign and development changes

development validation

ed out to ensure that planned characteristics of the educational seryices ar
br syllabus design.

performed, generally, on the final design stages. Among others, piloting ang

tion methods. Records of the validation outputs and any‘necessary actior

ept of the results of this validation. See B.3.

ironment the rapid evolution of knowlgdge leads to periodic curricula and syl
n. These changes should be identified, documented, authorized and commun

subject should include the evaluation of its effect on the entire curriculum,
d.

ept of these design ahd development changes. See B.3.

bvaluation-and control of purchased educational services so that they real
rements of the educational organization. Purchasing processes should com

e met by the

| certification
s should be

abus review,
icated.

and records

the organization should ensure that effective purchasing processes are estalplished. They

y satisfy the
bly with legal

fements.

and regulatory requi

7.41 Purchasing process

To make an efficient use of financial resources, purchasing processes should include the timely, effective and
accurate identification of needs and purchase of educational services to specifications. Evaluation of the cost
of purchased educational services should take into account educational services performance, price and
delivery.

Selection and evaluation of educational services suppliers should be based on criteria that ensure the
compliance of the educational organization’s requirements as well as with current legislation.

7.4.2 Purchasing information

Purchasing information should describe appropriately the educational services to be purchased for ensuring
they meet the needs of the educational organization and to establish an effective communication with
suppliers.
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hasing verification
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Appraisal of purchased educational products or services should be made to be sure that they meet specified
purchasing requirements.

Records should be kept of supplier assessments and of actions taken in this regard. See B.3.

7.5 Provision of the educational service

7.5.1 Cont

rol of the provision

Top management together with education providers should identify overall topics and themes of the subject

matter to be

’rmlght and the ar‘r‘pptpd methods of instruction Thpy should also establi

sh various accepted

measures fo
The educatid

If a contract
organization

The aptitude
can be provi
items produ
experience 3
not negate &
individual ne

Records sho

7.5.2 Valid

See B.1 and

7.5.3

Where tracsg

Identification and traceability

r determining compliance with the learning objectives.

nal organization should ensure the control of processes.

should indicate how such support would be given and monitered.

, knowledge, skills, and ability of new learners should be assessed to ensur
Hed at an appropriate level and at an appropriate pace; ‘Advertising, course
ced by the educational organization should state’ clearly how prior edud
re related to the learning needs of learners. The.absence of specific entranc
eds.

uld be established and kept to identify the actual instruction provided. See B.

ation of processes

ISO 9001:2000, 7.5.2.

ability is a requirement, the educational organization should control and

hgreement requires further support of learners after completion of/their programme of studies, the

b that the instruction
brochures, and other
ation, training, and
b requirements need

n assessment of individual learner needs that may be then used to adjust th¢ instruction to those

record the unique

identification|of the educational service (see 4.2.4).

Identification| and traceability of relevant information should include, as necessary:

a) curriculg, course and content unit codes;

b) learner identification records;

c) learner group schedules;

d) textbooks/notes;

e) laboratory equipment; and

f)  research contracts.

NOTE Controlling this information is sometimes referred to as configuration management.

External documents which show evidence of the learner's academic status, should be consistent with the
information required by the educational organization.

The ongoing monitoring and performance status of learners/groups should be identified and recorded.
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7.5.4 Customer property

In the educational organization, property provided by learners is that provided at the moment of admission for
registration or registration renewal purposes and during the education service provision.

Learner’s property includes items such as textbooks, workbooks, case studies, special education provisions,
computers, software, art supplies, or facilities supplied by companies that purchase instruction for employees.

Standards and specifications may be established for supplied materials to ensure suitability for use in

instruction.

If any learner property is lost, this should be reported to the learner and records maintained. See B.3.

7.5.5 Preservation

The educational org
printed or electronic

Supplies for educati
or processed mater
research and develo

There may be some
materials should be

For resident learner
safety, lodgings, and

7.6 Control of n
The educational org

Monitoring and mea
plans, curricula, an
performance profileg
note whether instruc|

Educational organiz
valid.

bnization should consider preserving academic documents such as syllabus,
materials (books, course notes, video tapes, computer programmes).

bn and/or training processes could also be included, e.g. chemicals for labg
als for pilot plants, and limited shelf-life educational services for teaching
pment work.

limited applications of this element in ISO 9001 which\include the method of
bresented to the learner, equipment that needs to'he available (e.g. video tap

5 there may also be products or services provided related to health, counsell
food services among others.

onitoring and measuring devices

hnization should establish validitests or learning assessment tools.

surement should be carried out during instruction to assure conformity w
d educational programmes. These should include, without being limiteg
5, assessments of personnel records, written course assessments, obsery

tors are following the plan, and final examinations.

ptions should establish means for ensuring that tests are secure and the

When tests, assess
actions taken to cor|

.

ent tools, or software are found to be invalid, the educational organization s

curricula and

ratories, raw
purposes or

delivery, how
es), etc.

ng, personal

th the study
to, learner
ations which

r results are

hould record

ctthe in\/:lidify Sce B3

8 Measurement, analysis and improvement in the educational organization

8.1

General guidance

Outcomes from monitoring and measurement may be used to identify areas for improving the quality
management system and educational processes. See B.1.
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8.2 Monitoring and measurement

8.2.1 Customer (learner) satisfaction

The educational organization should determine the learner’s perception of the degree to which the educational
service meets his or her expectations. Trend data of learner satisfaction should be supported by objective
evidence. The educational organization should discuss with learners their satisfaction perceptions. See B.3.

8.2.2 Internal audit

The educational organization should conduct internal audits according to an audit programme to assess the
performance of the quality management system and educational processes. Audits should verify the use of

established methods for educational processes. See B.1.

The educatiq
results shoul

Records sho|

8.2.3 Monitoring and measurement of processes

The educati
processes U
educational

The educati
effectiveness

8.2.4 Monitoring and measurement of the educational service

The educatid
service at p
established (¢

For all type
demonstratid

Performancs

range of measures from observation of performance to a full set of examinations may be |

The results
learning prod

8.3 Contn

nal organization should document the final report of the internal audit. Fée
d be used to identify the need for corrective and preventive actions. See-B.4.

uld be kept of internal audits. See B.3.

bnal organization should measure and monitor the perfoarmance and the
sed to manage and deliver the educational service, Measurement of
brocesses should be carried out at appropriate stages'during the realization o

onal organization should document methods used to measure the pe
of the processes. See B.1 and B.3.

nal organization should establish and use methods for monitoring and meas
anned intervals during its realization as well as the final outcomes, to v

s of education, specifie/evaluation tools, such as assessments, test
ns should be used to‘measure the progress toward fulfilling the curriculum re

appraisal of learning providers should also be carried out as part of the eq

pf this evaluation process should be recorded and used to demonstrate the
ess achieved the planned objectives. See B.3.

iback from the audit

effectiveness of the
key and supporting
f the processes.

rformance and the

iring the educational
erify that they meet

lesign requirements as well as'statutory, regulatory and accreditation requirements as applicable.

5, examinations, or
quirements.

ucational service. A
sed.

degree to which the

olof nonconforming products

The educational organization should establish a documented procedure to identify educational services as
well as final outcomes, which are nonconforming to established design, statutory and regulatory requirements,
or organizational objectives and curriculum. This should be carried out at appropriate stages of the realization
of the educational service, to prevent their unintended use or delivery.

Responsibilities and authorities should be clearly assigned to personnel for dealing with nonconforming
educational services and for releasing the educational service after it is corrected and the nonconformity has
been eliminated. See B.1.

The educational organization may establish alternative means by which to correct nonconforming
achievement in individual learners to avoid learner’'s abandonment of the educational programme.

Records should be kept of the nature of nonconformities and actions taken in this regard. See B.3.
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8.4 Analysis of data

The educational organization should analyze collected data and information, making use of, but not limited to,
accepted methods of analysis and solution of problems.

Data should be used to support continuous improvement through improvement projects, as well as corrective
and preventive actions (see 8.5.2 and 8.5.3).

Applicable statistical techniques should be applied for analyzing every aspect of the quality management
system. Statistical analysis of the variability for such measures as performance indicators, drop-out rates,
achievement records, learner satisfaction, and trend analysis may help assure learners that effective process

control is a part of th

e quality management system.

Measurement and e
known until the enhsz

The educational org
quality managemen
ISO 9001:2000, 8.4.

8.5 Improvemer

8.5.1 Continuous
The educational org
and its educational
their scope.

Appropriate method
methods. See B.4.

The improvement p
comments of learnef

8.5.2 Corrective action

The educational org
that are identified f
Corrective actions 4
quality management

aluation should be contnual and direct during the Instraction. Effeciveness
nced skills and knowledge are applied.

anization should analyze data from various sources to compare the perforr
system and the educational processes to identify areas for improvement.

—

improvement
bnization should continuously improve the effectiveness of its quality manage
rocesses by encouraging personnel to identify and establish improvement p

5 used to identify potential improvement are based on quality analysis a

focess should also includerthe actions taken to address complaints, sugg
s and interested parties. See B.3.

anization sheuld establish a documented procedure for implementing corre
fom an analysis of the causes of nonconformities and of improvement g

system and the educational service. See B.1 and B.2.

Corrective actions sheuld-berecorded—See-B-3-

s not always

nance of the
See B.4 and

ment system
rojects within

nd statistical

estions, and

ctive actions
pportunities.

hould be-taken to eliminate nonconformities occurring during the performpance of the

8.5.3 Preventive action

The educational organization should establish a documented procedure for implementing preventive actions
that result from analyzing potential nonconformities and improvement opportunities within the quality
management system and the educational service. See B.2.

Preventive actions should be recorded and communicated to the appropriate areas of the organization.

The learning resulting from the preventive action process should be reviewed and communicated throughout
the organization. See B.3.
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Name of person providing assessment:

Annex A
(informative)

IWA 2:2007(E)

Self-assessment for educational organizations

Date:

Educational organization:

Instructionsl

Typically it téakes less than one hour to complete your self-assessment. Please use the f

to indicate y
blank followi

Example

“Process use

The “2” means when you answer questions about this process you rely on respons

mandates ag
results are a

Level scale

Level 1 —N
Guidance - N
available, bu

Level 2 —R
Guidance —
needed. Dat
available.

Level 3—S
Guidance - [

established rlnethod or an approach. There is concern for improvement.

bur basis for answering questions on the numbered topics. Please record the
ng each statement. For example,

d by education providers routinely to determine, reviéw, and improve learner

needed. Data are reviewed as required and limited additional educational
vailable.

b formal approach
o systemic approach is evident. There are poor results or unpredictable resu
t not used for improvement.of-performance.

bactive approach
Problem-based approach. The educational organization responds to complain
h are reviewed as required. Limited additional educational organization data d

able approach
ata and-detailed, timely local data are used to guide conformance to requirern

bllowing “level scale”
level you use in the

s proficiency __ 2

es to complaints or
brganization data on

ts. Data are

ts or mandates as
n results is

nents. There is an

Level 4 — Systematic approach
Guidance - Systemic process alignment with good results and sustained improvement trends. The data are
effectively used and learner performance continuously improved. State standards are consistently met.

Level 5 — Substantial continuous improvement
Guidance - Strongly integrated system management with institutionalized improvements. Learners are
proficient according to educational organization criteria.

Statements

The levels you assign to each statement are for the sole purpose of planning. It may help you establish a
baseline, for identifying needs for setting priorities and for measuring progress. It may also be useful to help
you identify appropriate applications for your educational organization. The following statements relate to the
main clauses of a quality management system based on ISO 9001:2000.
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Clause 4 — Quality Management System
1) Process used to determine, review, and improve learner’s proficiency
2) Activities enabling each learner to achieve proficient performance __
3) Assessments verifying each learner’s knowledge and skill required
4) Alignment of standards, curriculum, instruction, testing, and improvement
5) Measures of each learner’'s motivation for meeting requirements

6) Learning support proven to be effective for each learner

7) Systematic|monitoring of all processes related to each learner’s proficiency

8) Effectiveneps of classroom facilities and resources

9) Validation of curriculum to meet both career and education requirements_t\ "
Clause 5 — Quality policy in the educational organization

1) Selection apd use of information to support management system/

2) Timely datg that are effective in improving learning and teaching processes

3) Criteria and methods for comparing data to improve processes

4) Analyzing data from outside your educational organization

5) Integration pf information from all parts of your educational organization __

6) Translating|your review findings into(Quality system effectiveness

7) Records of[effective changes miade to your quality system

8) Evidence of system changes-have improved results
Clause 6 — Educatipn resources management

1) Effective agministration of learner learning processes

2) Critical curriculum design requirements for each learner __

3) Support services to enable learners to meet educational requirements_
4) Processes monitored on a day-to-day basis

5) Assessing processes and implement changes

6) Processes that improve learner proficiency

7) Reduced wasteful activities
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Clause 7 — Realization of the educational services

1)
2)
3)
4)
5)
6)
7)
8)
9)

10) Verjfied credentials on skills and performance required for employees

Evidence of substantial and continuous performance improvement

Successful projects to improve existing or new processes

Sm

Effective breakthrough improvements that have been made to your system

all-step improvements that have been made within existing processes

Ongoing process improvements aligned with learning requirements

Curriculum aligned with learning improvements

Regources and planning aligned with learner improvement

Measurable performance targets for learning processes

Em

11) Em

12) Verffied employee’s understanding of assigned respensibilities
13) Verffied parent’s understanding of the educational, expectations for their child__ |
14) Leadership that aligns system priorities withveach learners’ requirements
15) Goals set for future opportunities to sustain a learning environment

16) Assdigned decision-making responsibility and accountability _

17) Pegple closest to problems.are central in problem solving

18) Regords of performance results documenting leadership effectiveness

19) Deyeloped leadership abilities among your learning providers

Clause 8 —

1)
2)
3)
4)
5)

6)

MeTsured community perceptions of satisfaction organization

pbloyee’s work assignments support quality management systems

bloyee’s work processes related to learner achievement

Measurement, analysis, and improvement

Improved community satisfaction with educational effectiveness

Foll

ow-up processes to provide information to community members

Effective corrective actions responses to community complaints

Planning actions based on community needs

Effective relationships with educational organizations

Effective learners’ transitions to the next grade

Ver

ified responses to community needs

System goals related to the needs of your community priorities

© 1SO 2007 — All rights reserved
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Annex B
(informative)

Examples of educational processes, measures, records and tools

B.1 Processes

1)
2)
3)
4)
5)
6)
7)
8)

9)

accrediting and

certifying programmes

acquiring mater

administering services

admitting applic
allocating resou
allocating space
allocating teach
assessing perfg

communicating

10) communicating

11) converting infor

12) corrective and p

13) deciding which

14) teaching metho

15) designing and d

16) designing and

als and other resources

ants

rces necessary to carry out off-campus and online instruction

s for classrooms, laboratories, workshops, libraries~and other similar spaces
ng loads

rmance

best practices

the quality management system™plan throughout the organization
mation into knowledge

reventive actions

measurements will be of value to monitor

s

eveloping validation results of curricula or syllabus

VUiUpil 1Y CUTT ibuid

17) developing course catalogues

18) developing course material

19) developing, reviewing and updating study plans and curricula

20) ensuring availability of human and material resources, necessary for achieving the objectives

21) ensuring that ISO 9001 requirements are known, implemented, and maintained

22) establishing information inputs for detecting the needs for resources

23) establishing a quality policy that allows all the members of the organization to know the vision and

18
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