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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
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Introduction

This document is based on ISO 27500, which explains to executive board members the principles that
enshrine the values and beliefs that make an organization human-centred. The term human-centred
is used to reflect that organizations not only have an impact on their customers (the users of their
products and services), but also on other stakeholders, including their employees, their families, and
the wider community. ISO 27500 explains seven principles of human centredness, which are:

— capitalize on individual differences as an organizational strength;

— make nsability and accessibility strategic husiness ohjectives;

— ¢nsure health, safety and wellbeing are business priorities;
— value personnel and create meaningful work;
— Ibe open and trustworthy; and

— actin socially responsible ways.
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of equal use to all types of organizations, all the core subjects are relevant to every organ
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ugh it is recognized that organizations establish their governance systems based
iples which they develop (as described in ISO 30408), the principles described here ar¢
essential to be included by organizations that wish toxmake the claim of being human

day-to-day work to support the achievement of'athuman-centred organization.

equirements and recommendations of this;document are intended to be applicable tov
ganizations in the private, public and non-profit sectors, whether large or small. Oj

bnsibilities set out in this document to multiple managers, while some smaller organ
these assigned to a few managefs,or even one manager. While not all clauses of this d
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INTERNATIONAL STANDARD ISO 27501:2019(E)

The human-centred organization — Guidance for
managers

1 Scope

This document is intended to be used within organizations that embrace and intend to implement the
prin¢iptesof trummarr cemntredmness outhimed i tSO-27500-
This|document is intended to provide requirements and recommendations on the htman| factors and
ergohomics approach to achieving a successful and sustainable human-centred organizatioh. It outlines

managers’ responsibilities ranging from organizational strategy to development' of pro¢edures and
processes enabling human centredness, and the implementation of those proeedures and processes.

This|document provides requirements and recommendations for managers and the actiong to be taken
in orfder for an organization to achieve human centredness.

This|document can be used:

a) Iy managers to understand and improve human-centreda@spects of their activities;
b) Iy managers to identify how their staff can improve human-centred aspects of their activities;
c) fo provide a basis for training managers how to b&'human-centred;

d) {o provide a basis for organizations to evaluate'the performance of managers.

It is hot a management systems standard. NOr is it intended to prevent the development ¢f standards
that are more specific or more demandingt

2 ormative references

Therk are no normative references in this document.

3 erms and definitions

ddresses:

3.1

ergonomics

human factors

scientific discipline concerned with the understanding of interactions among human and other elements
of a system (3.5), and the profession that applies theory, principles, data and methods to design in order
to optimize human well-being and overall system performance

Note 1 to entry: This definition is consistent with that given by the International Ergonomics Association.

[SOURCE: ISO 26800:2011, 2.2]

© IS0 2019 - All rights reserved 1
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organization
person or group of people that has its own functions with responsibilities, authorities and relationships

to achieve it

s objectives

Note 1 to entry: The concept of organization includes, but is not limited to, sole-trader, company, corporation,
firm, enterprise, authority, partnership, association, charity or institution or part or combination thereof,
whether incorporated or not, public or private.

[SOURCE: IS
3.3

09000:2015, 3.2.1, modified — Note 2 to entry has been deleted.]

usability

extent to which a system (3.5), product or service (3.6), can be used by specified users (3.13) toac

specified go
[SOURCE: 1§

3.4
accessibilit]
extent to wh

nls with effectiveness (3.7), efficiency (3.8) and satisfaction in a specified context)of usg

0 9241-210:2010, 2.13, modified —Note 1 to entry has been removed.]

y
ich products, systems (3.5), services (3.6), environments and facilities can be used by p

from a popullation with the widest range of user (3.13) needs, characteristi¢syand capabilities to ac

identified gq
Note 1 to ent
[SOURCE: I

3.5
system
combinatioj

[SOURCE: IS

3.6

service
means of dé
to achieve

Note 1 to ent
the web) and

Note 2 to ent
Note 3 to ent

[SOURCE: I
"results" haj

als in identified contexts of use

Fy: “Context of use” includes direct use or use supported by assistive technologies.

0 9241-125:2017]

| of interacting elements organized to achieve one or more stated purposes

0 26800:2011, 2.7, modified — The Notés to entry have been removed.]

livering value for the stakeholder (3.9) by facilitating results which the stakeholder W

ry: Services can include_both human-system interactions (e.g. accessing a word processor thj
human-human interaetions (e.g. a citizen interacting with a clerk at the post office counter).

y: The resultsofithe service can be intangible and tangible in nature.
Fy: Deliveted value consists of fundamental value, knowledge value and emotional value.

O/IE€20000-1:2018, 3.2.15, modified — In the definition, the terms "stakeholder"

hieve

bople
hieve

rants

ough

and

e been substituted for "customer” and "outcomes". Notes 1 to 2 to entry have been chalnged

and Note 3 toentry tras beemadded}

3.7

effectiveness
accuracy and completeness with which users (3.13) achieve specified goals

[SOURCE: IS

3.8
efficiency

09241-11:2018, 3.1.12]

resources used in relation to the results achieved

[SOURCE: IS

09241-11:2018, 3.1.13, modified —Note 1 to entry has been removed.]
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3.9

stakeholder

person or organization (3.2) that can affect, be affected by, or perceive themselves to be affected by a
decision or activity

Note 1 to entry: Includes, but not limited to environmental organizations, investors, communities, regulators,
employees, specific employee groups and customers.

[SOURCE: I1SO 31000:2018, 3.3, modified —Note 1 to entry has been changed.]

3.10
workspace
voluine allocated to one or more persons in the work system (3.5) to complete the work tasks (3.12)

[SOURCE: ISO 6385:2016, 2.9]

3.11
environment
physjcal, chemical, biological, organizational, social and cultural factors surrounding one or njore persons

[SOURCE: ISO 26800:2011, 2.3]

3.12
task
set of activities undertaken in order to achieve a specific goal

Note [l to entry: These activities can be physical, perceptual and/or cognitive.

Note 2 to entry: While goals are independent of the meanswused to achieve them, tasks describe parficular means
of achieving goals.

[SOURCE: 1SO 9241-11:2018, 3.1.11]

3.13
user
perspn who interacts with a system-(3-5), product or service (3.6)

[SOURCE: ISO 26800:2011, 2.10, modified — Notes 1 to 3 to entry have been removed.]

3.14
custpmer
organization (3.2) or individual purchasing property, products, or services (3.6), for commergial, private,
or pgrsonal use

Note [l to entry: A'customer does not necessarily have a financial relationship with the organizatior.

[SOURCE:ISO 27500:2016, 2.2, modified — In the definition, the phrase "public purposgs" has been
chanﬁed to "personal use" and Note 1 to entry has been added.]

3.15
fundamental value
value expected by stakeholders (3.9)

3.16
knowledge value
value stemming from knowledge of stakeholders (3.9), through their interactions

3.17
emotional value
value stemming from emotion of stakeholders (3.9) through their interactions

Note 1 to entry: Emotional value can be short term from a single or short, successful interaction, or it can be long
term (trust and comfort).

© IS0 2019 - All rights reserved 3
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3.18

workstation

combination and spatial arrangement of work equipment, surrounded by the work environment (3.11)
under the conditions imposed by the work tasks (3.12)

[SOURCE: ISO 6385:2016, 2.18]

3.19

job

organization and sequence in time and space of an individual’s work tasks (3.12) or the combination of
all human performance by one worker within a work system (3.5)

[SOURCE: IS0 6385:2016, 2.16]

3.20
human-centred design
approach to|systems (3.5) design and development that aims to make systems more usable by fociising
on the use of the system and applying ergonomics (3.1), human factors (3.1) and usabifity (3.3) knowledge
and techniqpes

[SOURCE: 10 9241-210:2010, 2.7, modified — In the definition, the phrases “interactive system| and
"human factfors/ergonomics" have been replaced by "system" and "ergonomics, human factors". Ngtes 1
and 2 to entry have been removed.]

4 The human-centred organization and ergonomics

4.1 The seven principles of a human-centred organization

The seven principles that characterize a human-centred organization, are outlined in ISO 27500 as
follows.

1) Capitaljze on individual differences as.anorganizational strength

The organizption recognises individual differences as a strength and takes this into account in all qreas
of its busingss. The organization accomniodates the nature and extent of individual differences| and
creates teams of individuals who have.complimentary skills.

2) Make usability and accessibility strategic business objectives

The humantcentred organization uses International Standards and best practices to ensure|that
products, syjstems and senvices are accessible and usable (effective, efficient and satisfying to use)|both
by personndl and by other stakeholders.

3) Adopt 4 total System approach

The orgamzatlon recognlzes that people are part of a comprehenswe system Wthh can 1nc1ude many

which people work and live. These elements interact and are mterdependent and the organization
understands this and acts accordingly.

4) Ensure that health, safety and wellbeing are business priorities

The organization takes the necessary steps to protect individuals (both inside and outside the
organization) from hazards to their health, safety and wellbeing, and aims to exceed the minimum
requirements required by legislation.

5) Value personnel and create meaningful work

The organization values and acknowledges the contribution that personnel make. It strives to create
meaningful tasks for all potential users of the system. The intent for this principle is not to develop

4 © IS0 2019 - All rights reserved
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a workplace within which a worker simply “survives” (passive vision), but to create an environment
within which to live and thrive as a meaningful part of the organization’s objectives and work.

6) Be open and trustworthy

The organization benefits from being open and trustworthy through enhanced customer relations
(internal and external), user confidence, and increased loyalty, as well as an enhanced reputation.

7) Actin socially responsible ways

The organization is socially responsible. It behaves ethically and instils pride and confidence in its
personnel, customers, and the local community. It does this by following the recommendations in

ISO 3
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Ergonomics/human factors

homics (or human factors), by definition, is human-centred. As detailed in-1SO 26800,
esses the interactions between humans and the other components of asystem, such a
ucts, services, environments and tools. All of these are integrally important in order
hn-centred organization. Although the terms human factors and ergonomics are syno
inder of this document uses “ergonomics” for expediency.

brgonomics approach helps to support and maintain a human-centred organization ij
tenance and operation of systems and whenever systems are being designed, red
oved.

ergonomics approach and its associated methodélogies can be applied to any systg
cystem is one that is internal to the organization’(such as the organization’s intranet)

rgonomics approach can also be applied to\the organization as a whole (i.e. the organi
e considered as a “system.”) In additionoe ergonomics, there are also other types of co
h organizations address as a part ofbeing human-centred (see other standards listeq
kamples).

e 1 represents the relationship between this document and ISO 27500. It shoy
pnsibilities in question in-gach of the two International Standards differ, based of
ence for each standard/(ie! either executive board members and policy makers or
hnagement). It also jincludes some key references on which this document is based
ributes to the organization’s strategic planning for ergonomics (shown on the left-han
e) and other activities of the organization (shown on the right).

ergonomics
s, machines,
to achieve a
hymous, the

1 its regular
bsigned and

m, whether
or one that
ends to sell).
zation itself
hsiderations
in Annex B
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1 the target
other levels
. ISO 27500
d side of the
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Principles for human-centred approach

Typically, the responsibility of owners, board members and senior managers is to
understand and commit to:

- the seven principles of the human-centred approach
- the four linked iterative human-centred activities

~_—

General strategic planning in organization; includes the human-
centred approach and other considerations

|
| V
Ergonomics approach used | Other
for strategic planning & work design/ | considerations
nrg:\ni'nﬂ'inn | in addition to
Typically, the responsibility of senior to middle I ergonomics
managers is to: Example ke
| - understand strategic perspectives of human-centred | p i y
\‘ approach | references:
| - plan the use of iteractive human-centred activities | 1509000
! - manage human-centred activities | 150 27500
N 1S0 26000
| J C 1 15026800
| S~ | IS0 6385 /
\‘ Execution of iterative human-centred | gg ggﬂ:gég (]’
| activities I 150 31000 Execun‘on@
| Typically, the responsibility of line managers is to: | the otl
=1| -understand who is intended to carry out the orga nal
'i\"" activities and the work environment in which those | activiti
N activities will be carried out | O
) - specify stakeholder needs and requirements |
%] - produce, implement, maintain, and retire solutions |
- assess and evaluate |

Figure 1 — Relationship between ISO 27500 and ISO 27501

5 Stakeholders and management levels

5.1 Stakedholders and value co-creation

Stakeholderfs can affect the organization, and the organization can affect stakeholders. Human-centred
organizatiops and their stakeholders ce-create values through their relationships and interactions.
Stakeholder| groups in the framework-include management, employees and/or their representatives,
customers gnd society. Managers and;employees and/or their representatives are examples of intgrnal
stakeholderp to the organizationnand customers are examples of external stakeholders. Ther¢ are
societal staleholders in terms 6fcultural norms and expectations (e.g., regulatory bodies, communities
of operatior|, environmental®sganizations, investors).

Value is “co{created” anfeng stakeholders, and the benefits are realized by all parties[25][27][29][39]. Co-
creation valpes are categorized into:

— fundamientalivalue;

— knowledge/value; and

— emotional valuel28],

Fundamental value refers to the value that is expected by stakeholders. Knowledge value comes from
knowledge of stakeholders such as business relations, their preferences and visions, and knowledge
of products and services such as their contents and usages. Such knowledge becomes a cumulative
resource to promote co-creation. Emotional value comes from short-term emotion such as pleasure and
joy through interactions, and long-term emotions such as trust and comfort. It is also a resource to
promote co-creation. Co-creation values are considered and nurtured by management when decisions
around work and organization are made, so that successful stakeholder relationships can be supported,
thereby supporting the human-centred organization.

Management directives should reflect a balanced attention to stakeholder groups in order to promote
the sustainable growth of the organization. Executive board members and policy makers are tasked

6 © IS0 2019 - All rights reserved


https://standardsiso.com/api/?name=9a14a1a209632fd567afe8ef895a724b

ISO 27501:2019(E)

with the responsibility of leading the organization and committing to provide the resources needed to
achieve their goals. Regarding the human-centred organization, this responsibility is outlined in more
detail in ISO 27500.

5.2

Change of perspective: Internal customers and external employees

Auseful concept for human-centred organizations is that employees be considered as internal customers,
and that customers be considered as external employees [#21-24]. In the human-centred organization,
all employees and managers should treat each other as if they were prized customers, because excellent
internal customer service helps organizations yield a positive interaction, improve interdepartmental
communication and cooperation, harmonize processes and procedures and boost empl

yee morale

and {
welll

Simi

atisfaction. Hence, it promotes safety and health in the organization, and contributes
eing. This also reduces costs, increases productivity and produces better output;,

arly, customers are not just purchasers or users of products and serviceshrather t

resofirces to the organization. These customers can be regarded as external employees wh

in th
creaf
fram

5.3

e development and delivery of products and services. In doing so, they-add resources
ion process as external employees and increase the value of the organization. Figure
ework of stakeholders.

[0 long-term

hey provide

participate
to the value
2 shows the

Whe

Societal N, * A —_
e
Stakeholders /, @rganization \\
| N |
I »I(Management |
| |
I A I
| |
| |
I I
| |
I I
| |
A | Y |
| |
Customers < » Employees |
\ /
\ /
N s
N e e o e —_—
Figure 2 — Framework of stakeholders
Management responsibilities
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C LIIC u\alllbvhlllblll_ Ul d ITUIITdIIl CLI1itrvu vl EulllL(ALlUll IO CUILICUCITIU Y, LIICU 1TUITUVY 1115 Uliot

be made between the typically assigned responsibilities for senior, middle and line managers:

a) The responsibility of senior to middle managers is to co-create value by:

— understanding strategic perspectives of the human-centred approach;

— planning use of iterative human-centred activities;

managing human-centred activities.

b) The responsibility of line managers is to co-create value by:

— understanding who is intended to carry out the activities and the context in which those

© ISO

activities will be carried out;
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cifying stakeholder needs and requirements;

ducing, implementing, maintaining, and retiring solutions;

— assessing and evaluating.

Depending on their sizes, organizations vary in the number of people employed at different levels of
management. As a result, there can be one manager only, a small number of managers, or alarge number
of people at various levels of management positions (e.g., senior, middle, or line managers). Therefore,
the requirements in this document do not distinguish between management levels and they can fit the
many varieties of organizational structures.

6 Strate

In an orgar
are to be ag

and, especi
understand

centred inif]

understand

prioritizatig

of resourceq

The results
human-cent
whose resp

Organizatio
ergonomics
expertise, Cl

The four act

a)

Unders|

Und
the
lea

Having understood the context, identify and analyse the relevant needs of all stakeholder gr
so that fequirements can be dmm]nppd for solutions or r‘h:mgpc

Include the characteristics of the activities, as well as the directly affected stakehol
spegific systems, and the organizational, technical, and physical environment, in the conte
infgrmation being considered.

Analyse stakeholder needs and specify requirements

gic planning and human-centred activities

lization, the sphere of responsibility across which the seven human-centired”pring
plied increases with the level of the manager. Therefore, it is very important that
lly senior level managers, acting on behalf of the organization, have\d deep str
ng of the human-centred approach that allows them to effectively”plan the hu
iatives over which they have high-level management and oversight responsibility.
ng allows these managers to make wise planning decisions¢about such things a
n, scheduling, and coordination of the initiatives, as well as the acquisition and/or alloc
to them.

of strategic planning are communicated to line managers and set the context for the
red ergonomics-related activities that will be iteratively conducted by these line man
nsibility it is to execute the initiatives.

hs shall ensure that managers can practicereach of the four iterative human-cen
related activities described below by providing the necessary resources (e.g. time, m
Istomers, consultants).

ivities are:
tand the context

erstand the context in which' each stakeholder group interacts with the organization|
refore how a new or changed system will affect that stakeholder group’s interests. Thi
| to more effective change and maintenance of strong relationships with stakeholders.

malitddle

iples

egic
man-
This
b the
htion

four
hgers

tred,
bney,

and
b will

ders,
ktual

bups,

implement, maintain and retire solutions

duce and implement solutions based on these requirements.

racteristics evolve and change.

Assess and evaluate

Maintain solutions until they are retired as circumstances, needs, contexts and stakeholder

— Assess and evaluate situations or circumstances often and iteratively (i.e. not only at the
beginning of a process, but throughout and at the end of system cycles.) This enables the
organization to stay on target with intended goals, and to maintain quality. This is the central
human-centred activity.

b)
c) Create,
— Pro
cha
d)
8
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include all or some of the following:
— organization-wide (cross-system, e.g. from customer service to sales flow);

— internal to one specific system (e.g. staff training functions);

Identify the perspective(s) from which the assessment is to be conducted. The perspective may

— betweenorganizations (e.g.sister operations, regulatory bodies, community organizations);

— across management systems within the organization (e.g. how a line m
experience a change which a middle manager is implementing).

Thesle human-centred activities can be applied in relation to, for example:

— Jproducts,

— q

— yvorkplaces,
— yvorkstations,

— inter-organizational communications,

—

— ¢nvironmental commitments,

— legal compliance.

Stratf]
as sh
outc

or the starting point, where applicable, is dictated by the circumstances which initiate the

1+ 1mplement processes for evaluation of the information gathered from an assessme

or informally) in order to make reasonable decisions.

ervices,

ommunity relations,

egic planning and the four human-centred activities that are used to co-create valug
own in Figure 3. The activities cafi)be repeated in cyclical fashion as needed, until

anager will

nt (formally

b are linked,
the desired

mes are achieved. There is no réquired order in which to perform these activities; rathfer, the order

hctivities.
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Strategically plan the
human-centred activities
and manage them at a
high level, thus co-
creating value

\

Iterate,
o uhera - Understand the
: appropriate context
|
|
| r——"""""""”"”"”"/""”""”""”""”" —
| | |
| | Y Y
| | T | Analyse
! I I : stakeholder needs
and speci
A 4 | specify
ssess an | requirements
evaluate |
|
A
Y

Create, implement;
maintain and retire, [
solutions

'

Figure 3 — Relationships among the four human-centred activities in co-creating value

7 Management responsibilities in a human-centred organization

7.1 Genefal

The remaingder of this document focuses'on providing requirements for managers, according to| four
organizational practices:

1) organizptional policies;

2) organizptional activities;

3) individyal considerations, usability and accessibility; and
4) commuhications

It is implied and*understood that the managers can only be held accountable for the requirements in
thlS Clause 1 thoy fall vaathin thao ymmanagnre’ conin Afvrncmancihilitygy and ifthn Arganigatian hagc ey lded

Ty Tot vy ro et oo g T o o CoOp O T o p O SToITy it 1T chc— o guinZoatror oS pro

the managers with the resources and mandates needed to meet the requirements. These requirements
have been designed to provide high-level direction towards achieving the seven human-centred
principles in the organization, in order to allow the flexibility in an organization to meet cultural,
organizational structure and local regulatory demands. These demands will affect how some of the
listed responsibilities can be carried out. In addition, it is acknowledged that all of these responsibilities
can be met in a variety of ways depending on cultural and other environmental characteristics.

The management requirements in this clause have been listed in Annex A again, according to the human-
centred organizational principle(s) to which they are primarily linked, as well as to the stakeholder
types affected and other related standards for further reference.

1) Diagram modified from ISO 9241-210:2010, Figure 1.
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Managers should consider performing an organizational review of the responsibilities set out in this
clause to identify which responsibilities are already being addressed in their own organization. This
will help to identify the gaps, or areas that require strengthening, and to organize plans for how to
implement the relevant changes. (Annex B provides a checklist to assist with this gap analysis.)

7.2 Organizational policies

7.2.1 Organizations establish formal policies and procedures in order to ensure compliance with laws
and regulations and establish consistency of performance throughout the organization. The following
subclauses outline requirements for the actions needed within an organization in order to support
hum

1
HIT CCIILT CUIITSS.

7.2.2
regul

nts of laws,
cument and

Managers should be open and transparent about decisions, within the constrai
ations, and intellectual property and privacy considerations. Managers should do

comy

7.2.3
safet]

7.2.4
orgal

nunicate clearly to internal and external stakeholders the processes followeddduring decig

Managers shall identify and understand their responsibilities for the protection o
y and wellbeing of the people impacted by their activities.

Managers shall openly communicate with stakeholder§” about their requireme
hization’s responses to them, within the constraints of laws, regulations, and intellect

and privacy considerations.

7.3

7.3.1

Organizational activities

General

Orgaizations exist with the goals of developing and implementing or delivering produd

and {

ystems. Some of these goals are internally focused, while others are externally focus

can be focused both internally and externally. The following subclauses describe the huy

requ
ofalf

7.3.2

7.3.2
is ba

7.3.2

rements related to achieving these organizational goals as relevant to organizationa
uman-centred approach, planning and operations management.

Integration

.1 Managers shall take account of individual differences and foster an organizational
bed on respector and consideration of individual differences.

.2 Managers responsible for business, technical, and operational activities shall u

resolution-process to resolve potential or actual mismatches between these activities

char

\ctéristics and capabilities.

ion-making.

f the health,

hts and the
hal property

ts, services,
bd and some
nan-centred
integration

culture that

se a formal
and human

7.3.2.3 Managers responsible for human-centred initiatives shall document the initiatives and their
effects within the organization to provide a basis for future use.

7.3.2.4 When making decisions, managers shall take account of the needs and requirements of external
stakeholders together with other necessary criteria.

7.3.2.5 Managers establishing the technical specifications for the design or purchase of supplies,
equipment and facilities for internal use shall consider user characteristics and capabilities.

© ISO
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7.3.2.6 Managers responsible for risk assessments shall take into account risks of physical or economic

harm to individuals or organizations, including risks related to:
a)
b)
<)
d)
e)

the physical work;

the cognitive demands;

the physical environment;
chemical and biological hazards;

economic consequences; and

wider e

f)

NOTE A
outcomes rel

hvironmental consequences (e.g., legal, economic, cultural, community).

risk assessment can also identify opportunities for improvements in working conditions, job
hted to any of the seven principles.

7.3.3 Planning

inagers planning an activity related to a product, service or systemor undertaking a 1
t effort shall ensure that all relevant groups of stakeholders,béth internally and exter
have been identified.

7.3.3.2 Managers responsible for developing systems shall ensure identification and consider]
of the intertelationships between each stakeholder group and other elements of the system (su
equipment, workspace, and the physical, social, and organizational environment) in order to effect
apply a total system approach.

7.3.3.3 Mgdnagers responsible for activities related.to creation or implementation of new syster
modification of existing systems shall establish protecols to identify requirements of all stakeholdet

7.3.3.4 Managers responsible for activities related to changes to systems, products, or services
identify stalfeholders to ensure that such.changes are evaluated and assessed from their point of
and determine how they may be impacted by the change. Follow-up activities pursuant to an evalu
or assessmejnt shall also be evaluated and assessed.

7.3.3.5 Mz
stakeholder

management activities.

7.3.3.6 Mj
appropriate

inagers responsiblefor system changes shall assess the potential impact of these chang
5 and monitor theeffects of the changes during continuous process improvement and ch

inagers-responsible for the development and maintenance of systems shall ensure
human=centred design methods are selected to address usability and accessibility.

, and

hajor
nally

ation
th as
ively

NS or

shall
view
ntion

bS on
ange

that

NOTE

The

o

< and

testing durin

< Thctity

g development and whenever changes are made

e oS~ tore—cortr

7.3.4 Operations management

7.3.4.1 Managers responsible for operations shall adapt procedures,

tools and performance

expectations according to the characteristics and capabilities of those performing the tasks involved.

7.3.4.2 Managers responsible for operations shall provide professional development opportunities
for personnel through job enrichment and individual opportunities to increase knowledge and develop

expertise an

12

d skills.
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7.3.4.3 Managers responsible for operations shall identify and take account of possible and expected
mismatches among business, technical, and operational activities, and human characteristics and
capabilities.

7.3.4.4 Managers responsible for human-centred system, product, and service related activities shall
ensure that they are documented and that the documents are made available for development and

conti

7.4

nuous improvement efforts.

Consideration of Individual differences, usability, and accessibility

7.4.1

7.4.1
stakd
with
need
char:

7.4.1
pers
with

7.4.1
takin

whoin jobs and tasks will be assigned.

7.4.1
and
and (

7.4.1
and 4

7.5

7.5.1

Com
orga
polic
and 4

General

.1 This subclause focuses on the need to consider individual differences |withi
holders in order to ensure that the needs and motivations of individual stakeholders ar
respect to the organization’s human-centred activities. Requirements in this'subclause
for flexibility, and the importance of considering usability and accessibility in light of
\cteristics and capabilities.

.2 Managers shall establish work schedules, procedures, @nd rules to allow ai
bnnel to use flexible work approaches that consider individual, customer and co-w
n the context of organizational objectives.

.3 When assigning jobs and tasks, and setting work expectations, managers shall
g into account human resources and the range of human characteristics and capabilitig

.4 When establishing tasks, jobs, processes, and performance objectives, managers s
hddress possible and expected mismatches between task requirements and human ch
apabilities.

.5 Managers shall ensure that.organizational, team and individual goals can be achie
nvironmentally responsibléimanner.

Communication

General

munication\is'a critical success factor for every organization. In order to achieve a hur
hizatiom,nit is important to include key communication aspects as a part of the of
y. Toachieve human-centred communications, the communications need to be open,
ffective.

h groups of
b considered
highlight the
the different

nd motivate
prker needs

be flexible,
s of those to

hall identify
aracteristics

ved in a safe

nan-centred
ganization’s
transparent

7.5.2 Open and transparent communications

7.5.2.1 Managers shall foster open and respectful communication to achieve and maintain trust
throughout the organization.

7.5.2.2 To approach and resolve difficult issues, managers shall develop and maintain effective
mechanisms for engaging with personnel and their representatives as well as with external stakeholders.

7.5.2.3 Managers shall ensure that external stakeholders are informed of the mechanisms by which
they can communicate with the organization.
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7.5.2.4 When resolving external and societal conflict, managers shall follow open and trustworthy
communication practices.

7.5.3 Effective communications

7.5.3.1 Managers shall ensure that all personnel are aware of, and have access to, all relevant policies,

procedures and work practices, at least when they need them.

7.5.3.2 Managers shall ensure that communications are respectful and that communication
mechanisms are both usable and accessible to all stakeholders for whom they are intended.

7.5.3.3 Mz
shall establi

7.5.3.4 M4
expertise.

8 Confo

Conformand

5h mechanisms for stakeholder feedback.

‘mance

inagers responsible for the organization’s formal communication, both internal and.éxtérnal,

inagers shall provide opportunities for personnel to express their opinions dnd to share|their

e with this document is achieved by satisfying the requiréments in Clauses 6 and 7.|If an

organizatiop claims to have met the requirements of this document;‘the means used to determing how

they have bd

ben implemented and met shall be specified to an assessor’s satisfaction.

14
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Annex A
(informative)

A.1 Examples

Therg are a great many different types of human-centred activities that can demonstrate compliance
with| each of the requirements in this document (Clause 7), depending on whichohurman-centred
pringiple (ISO 27500) is being considered and which stakeholders are the target of the hurhan-centred
activiity. Below are six example activities related to 7.3.1.1.6. These examples‘show how six diverse
orgahizations might demonstrate compliance with this statement, with respect to the two principles
that primarily apply from ISO 27500, and the three types of stakeholders,

Base(d on the principle: “ensure health, safety and wellbeing are businéss’priorities”:
EXANPLE1  (with reference to an internal stakeholder.)

An office manager ensures that employee workstations are evaluated to achieve configuratior]s which will
prompote employee comfort and minimize risk of musculoskeletaldisorders.

EXAMPLE 2  (with reference to an external stakeholder.)

A pharmaceutical product development manager assesses the range of temperatures under which users can
store|the company’s insulin product, so that it remaing;safe and effective until used.

EXANPLE 3  (with reference to societal stakeholders.)

A pegticide manufacturing company manager monitors the manufacturing process to ensure that it does not
resulf in the release of harmful pollutants into the environment.

Basefd on the principle: “act in sacially responsible ways”:
EXAMPLE4  (with reference(toan internal stakeholder.)

The hanager of a law firmi-determines the percentage of pro bono cases each attorney can accept each year in
ordeq to provide legal neprésentation to financially disadvantaged clients.

EXANPLES5  (withoréference to an external stakeholder.)

A budiness mahager of a health care organization assesses the impact of potentially closing its satellite clinic, on
access to care of its current patients.

EXAMPLE6  (with reference to societal stakeholders.)

An urban planning organization arranges a town hall meeting to assess the advantages/disadvantages of three
candidate sites for a new city park.

A.2 How management requirements relate to human-centred principles and
stakeholders

Table A.1 maps each of the management requirements (Clause 7) to the most relevant of the seven
human-centred guiding principles (4.2 and ISO 27500). Although most of these requirements can be
linked to more than one of the guiding principles, Table A.1 identifies the most significant principle
relationships in the third column. The numbers represent each guiding principle according to the
following:

1) capitalize on individual differences as an organizational strength;

© IS0 2019 - All rights reserved 15


https://standardsiso.com/api/?name=9a14a1a209632fd567afe8ef895a724b

ISO 27501:2019(E)

2) make usability and accessibility strategic business objectives;
3) adopt a total system approach;
4) ensure health, safety and wellbeing are business priorities;
5) wvalue personnel and create meaningful work;
6) be open and trustworthy;
7) actin socially responsible ways.
The final co| ~ rly to
be affected.|Stakeholders are identified as internal, external, and societal (5.1).
Table A.1 - Mapping management requirements (Clause 7) with ISO 27500 principles’(4.2) and
stakeholder groups (5.1)
ISO 27500
Requirement primary prin-| Stakeholder
Ciple focus
(see 4.1)
ORGANIZATIONAL POLICIES
Managers should be open and transparent about decisions, within
the constraints of laws, regulations, and intellectual propertyand Interngl
7.2.2 privacy considerations. Managers should document and commu- 6 Externpl
njcate clearly to internal and external stakeholders the processes Societgl
fdllowed during decision-making.
Managers shall identify and understand their responsibilities for Internal
7.2.3 the protection of the health, safety and wellbeing-of the people im- 4
. s Externpl
pfcted by their activities.
Managers shall openly communicate with.stakeholders about their
: o 1 Internal
rg¢quirements and the organization’s responses to them, within
7.2.4 . . , 6,7 Externpl
the constraints of laws, regulations, and intellectual property and Societal
privacy considerations.
ORGANIZATIONAL ACTIVITIES
Integration
Managers shall take ageount of individual differences and foster an
7.3.2.1 ofganizational culture that is based on respect for and considera- 1,5 Internal
tipn of individualdifferences.
Managers respofisible for business, technical, and operational ac-
7322 tipities shalluse a formal resolution process to resolve potential or 14 Internal
= a¢tual mismdatches between, these activities and human character- !
istics afid-capabilities.
Mafagers responsible for human-centred initiatives shall document
7.3.2.3 thremittativesandtheireffectswithimrtheor gantzatiomtopr ovidea 67 termal
basis for future use.
When making decisions, managers shall take account of the needs Internal
7.3.2.4 and requirements of external stakeholders together with other 5 External
necessary criteria.
Managers establishing the technical specifications for the design or
7.3.2.5 purchase of supplies, equipment and facilities for internal use shall 2,5 Internal
consider user characteristics and capabilities.
16 © IS0 2019 - All rights reserved
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IS0 27500
Requirement primary prin-| Stakeholder
q ciple focus
(see 4.1)
Managers responsible for risk assessments shall take
into account risks of physical or economic harm to in-
dividuals or organizations, including risks related to:
— the physical work;
— the cognitive demands; Internal
7.3.26 i i 4,7 External
— the physical environment; Societal
— chemical and biological hazards;
— economic consequences; and
— wider environmental consequences (e.g., legal, economic,
cultural, community).
Planning
Managers planning an activity related to a product, servi€e or sys- Internal
tem or undertaking a major development effort shall ensure that all
7.3.311 . 4,7 External
relevant groups of stakeholders both internally and externally have Societal
been identified.
Managers responsible for developing systems,shall ensure iden-
tification and consideration of the interrelationships between Internal
7.3.312 each stakeholder group and other elements,of the system (such as 2 External
equipment, workspace, and the physical,\social, and organizational Societal
environment) in order to effectively.dpply a total systems approach.
Managers responsible for activitiesTelated to creation or imple- Internal
7.3.313 mentation of new systems orymodification of existing systems shall 3,5 External
establish protocols to identify-requirements of all stakeholders. Societal
Managers responsible fer\activities related to changes to systems,
products, or services shall identify stakeholders to ensure that Internal
such changes are evaluated and assessed from their point of view
7.3.314 : . 3 External
and determine How they may be impacted by the change. Follow-up Societal
activities pursdant to an evaluation or assessment shall also be
evaluated.and assessed.
Managers.responsible for system changes shall assess the potential
734s impactof these changes on stakeholders and monitor the effects of 345 Internal
R the'changes during continuous process improvement and change T External
management activities.
Managers responsible for the development and maintenance of sys- Int 1
7.3.3L6 tems shall ensure that appropriate human-centred design methaods 2,4 E?(ti:'rrllil
are selected to address usability and accessibility.
Operations management
Managers responsible for operations shall adapt procedures, tools
7.3.4.1 and performance expectations according to the characteristics and 2,4 Internal
capabilities of those performing the tasks involved
Managers responsible for operations shall provide professional de-
7.3.4.2 velopment opportunities for personnel through job enrichment and 1,5 Internal
individual opportunities to increase knowledge and skills
Managers responsible for operations shall identify and take account
of possible and expected mismatches between task requirements
7.3.4.3 and human characteristics and capabilities when establishing tasks, 14 Internal
jobs, processes, and performance objectives.
© IS0 2019 - All rights reserved 17
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Table A.1 (continued)
IS0 27500
Requirement primary prin-| Stakeholder
q ciple focus
(see 4.1)
Managers responsible for human-centred system, product, and
7344 service related activities shall ensure that they are documented and 36 Internal
D that the documents are made available for development and contin- ’ External
uous improvement efforts.
CONSIDERATION OF INDIVIDUAL DIFFERENCES, USABILITY, AND ACCESSIBILITY
Managers shall establish work schedules, procedures, and rules to
7412 allow and motivate personnel to use flexible work approaches that 124 Internal
I consider individual, customer and co-worker needs within the con- T Externpl
tgxt of organizational objectives.
When assigning jobs and tasks, and setting work expectations, man-
2413 agers shall be flexible, taking into account human resources and the 125 Internal
T rgnge of human characteristics and capabilities of those to whom '
jdbs and tasks will be assigned.
When establishing tasks, jobs, processes, and performance objec-
7414 tives, managers shall identify ar_ld address possible and expect_ed. 1,2, 4 Internal
njismatches between task requirements and human characteristics
and capabilities.
7415 Managers §hall ensure that organ'lzatlonal, team and 1qd1v1dual goals 4,7 Internal
cdn be achieved in a safe and environmentally responsible manner.
COMMUNICATIONS
Open and transparent communications
7521 Managers shall foster open communication to achieve and maintain 5,6 Internal
I trjust throughout the organization.
Tp approach and resolve difficult issues, managers shall develop and Internal
7.5.2.2 nmaintain effective mechanisms for engaging with personnel and 56 Externhl
their representatives as well as with(external stakeholders.
7523 Managers shall ensure that external stakeholders are informed of the 6 7 Externpl
= nmechanisms by which they cap€cemmunicate with the organization. ’ Societal
7524 When resolving external and societal conflict managers shall follow 76 Externpl
= open and trustworthy comimunication practices. ’ Societal
Effective communications
Managers shall efisure that all personnel are aware of, and have ac-
7.5.3.1 cgss to, all relevant policies, procedures and work practices, at least 2,5 Internal
when they need them.
Managers-shall ensure that communications are respectful and the Internal
7.5.3.2 communication mechanisms are both usable and accessible to all 2,3 Externhl
sfakeholders for whom they are intended.
anagers responsible for the organization’s formal communication, Internal
7.5.3.3 both internal and external, shall establish mechanisms for stake- 6 External
holder feedback.
7534 Ma_nggers shall provide opportunities for personnel to express their 15 Internal
opinions and to share their expertise.
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Annex B
(informative)

General

Each
track
an of
whic
plan

of the tables in this annex provides a checklist that is intended for use within anrorg
progress for each of the management responsibilities (Clause 7). Use of this ¢hecklis
ganization to identify those responsibilities that are already being fulfilled effectivel
h are possibly weak or not being acted on. It can be used periodically to helptrack pr
management duties which can need to be modified or changed when an/organization

business goals, strategies and direction in a human-centred organization,

B.2
Tabld

How to use the checklist

s B.1 to B.7 each represent one of the overall business progess categories as outlined

and in Annex A, and each table lists the relevant responsibilities.

Exan
seco]
area

The {
or ot
thes

User
dem

(ples of relevant documents (including International'Standards where applicable) are
nd column, for each responsibility, as a referencefor further, more detailed informg
The third column shows one or more relevant'stakeholder groups for each responsibi

ourth and fifth columns in Tables B.1 to B.7*can be used to note applicability and prog
her relevant comments, when reviewingcurrent management responsibilities releva
takeholder groups affected.

5 of this document may freely reproduce the tables contained in this annex for use
nstration of conformance with Clause 7.

anization to
t will assist
y, and those
bgress, or to
re-evaluates

in Clause 7

listed in the
ition in that

ity.

ress to date
ht to each of

fowards the
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