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eword

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 provides guidance for organizations to achieve sustained success in a complex,
demanding and ever-changing environment, with reference to the quality management principles
described in ISO 9000:2015. Where they are applied collectively, quality management principles can
provide a unifying basis for an organization’s values and strategies.

While ISO 9001:2015 focuses on providing confidence in an organization’s products and services, this
document focuses on providing confidence in the organization’s ability to achieve sustained success.

Top management’s focus on the organization’s ability to meet the needs and expectations of customers
and other felevant interested parties provides confidence in achieving sustained success.| This
document addresses the systematic improvement of the organization’s overall performance At indludes
the planning, implementation, analysis, evaluation and improvement of an effective dnd’ effjcient
managemeng system.

Factors affecting an organization’s success continually emerge, evolve, increasejer diminish| over
the years, apd adapting to these changes is important for sustained success. Examples include $ocial
responsibilify, environmental and cultural factors, in addition to those that might have been previously
considered, [such as efficiency, quality and agility; taken together, these factors are part df the
organizatioif’s context.

The ability fo achieve sustained success is enhanced by managers§/at all levels learning abouf and
understandipg the organization’s evolving context. Improvement ahd innovation also support sustpined
success.

This documé¢nt promotes self-assessment and provides a selfzassessment tool for reviewing the gxtent
to which the|organization has adopted the concepts in thisiddocument (see Annex A).

A representation of the structure of this documeng;, incorporating the elements essential to achieve
sustained syccess of an organization as covered in this document, is presented in Figure 1.

vi © ISO 2018 - All rights reserved
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Context of an organization (Clause 5)

Internal and external issues

Identity of an organization
(Clause 6)

\
Leadership Confidence
Customer (Clause 7) - in. the. ‘
and other Strategy ‘ organifation's
relevant v ability fo meet
i - custpmer
mp')czll‘.:iset;d - Objectives =™ and pther
needs and 1 1 . relgvant
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Perfopmance parfties’
Process
analysisand || { | needs a.nd
management évaluation expecfations
(Clause 8) (Clause 10)
Resource Improvement,
management learningand  H-
(Clause 9) innovation
(Clause 11)

Figure 1 — Representation of the structure of this document

© 1S0 2018 - All rights reserved vii


https://standardsiso.com/api/?name=a20189f4249ce7545c1b859e51b07110



https://standardsiso.com/api/?name=a20189f4249ce7545c1b859e51b07110

INTERNATIONAL STANDARD ISO 9004:2018(E)

Quality management — Quality of an organization —
Guidance to achieve sustained success

1 Scope

This document gives guldellnes for enhancmg an organlzatlons ablllty to achieve sustained success.

Th +d aakbhtbha ool A PN PPUEEN VAW TaAYAYAT Yok My
IS §& 3ulu.ujuu.\. 1S \,uuolo\.\.ul. VVICIT CIIC \.1ucuu._y uAauas\.uu.,ul. l‘” 111\.11.}1\.0 51V\.u TIT 1O JUUU.Z0TP.

This [document provides a self-assessment tool to review the extent to which thecergapization has
adopted the concepts in this document.

This focument is applicable to any organization, regardless of its size, type and.activity.

2 ormative references

The following documents are referred to in the text in such a wajthat some or all of their content
constlitutes requirements of this document. For dated references, only the edition cited|applies. For
undated references, the latest edition of the referenced docuniént (including any amendments) applies.

[SO 90000:2015, Quality management systems — Fundamentals and vocabulary

3 Terms and definitions
For the purposes of this document, the terms and definitions given in ISO 9000:2015 apply
ISO apd IEC maintain terminological databases for use in standardization at the following addresses:

— IPO Online browsing platform: available at https://www.iso.org/obp

et

F.C Electropedia: available-athttp://www.electropedia.org/

4 (uality of an organization and sustained success

4.1 |Quality of an.organization

The quality of an organization is the degree to which the inherent characteristics of the prganization
fulfil{the néeds and expectations of its customers and other interested parties, in orddr to achieve
sustdined Success. It is up to the organization to determine what is relevant to achieye sustained
succgss:

NOTE1 Theterm “quality of an organization” is derived from the definition of “quality” given in ISO 9000:2015,
3.6.2 (“the degree to which a set of inherent characteristics of an object fulfils requirements”), and from the
definition of “requirement” given in ISO 9000:2015, 3.6.4, (“needs or expectations that are stated, generally
implied or obligatory”). It is distinct from the purpose of ISO 9001, which focuses on the quality of products and
services in order to give confidence in the ability of an organization to provide conforming products and services
and to enhance its customers’ satisfaction.

NOTE 2  Allreferences to “needs and expectations” mean “relevant needs and expectations”.
NOTE 3  Allreferences to “interested parties” mean “relevant interested parties”.

NOTE 4  All references to “interested parties” include customers.

© ISO 2018 - All rights reserved 1
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The organization should go beyond the quality of its products and services and the needs and
expectations of its customers. To achieve sustained success, the organization should focus on
anticipating and meeting the needs and expectations of its interested parties, with the intent of
enhancing their satisfaction and overall experience.

The organization should apply all of the quality management principles (see ISO 9000:2015) to achieve
sustained success. Particular attention should be given to the principles of “customer focus” and
“relationship management” to meet the different needs and expectations of interested parties.

The needs and expectations of individual interested parties can be different, aligned to, or in conflict
with those of other interested parties, or can change quickly. The means by which the needs and

expectation

co-operation

should give

needs and e}

The compos

industries, cultures and nations; Figure 2 provides examples of interested parties ahd their need
expectations.
Interested| >
parties
suipgl || quiryor | | e]
Needs and Sustainable protection Quality of Quality o ;
i > : ; ] growt products and or other
expectation: partnership and social work life o . g
ibili profitability services interested
responsibility -
XN parties

4.2 Mana

4.2.1 The
meeting the
objectives sh

As the co
manageme

a)

regularly monitor, ‘analyse, evaluate and review the organization’s context in order to identi

of interested narties are exnressed and met can talke a2 wide varietuv of forms for eva
r r 7 T

, negotiation, outsourcing, or by terminating an activity; consequently, the orgafiz
consideration to the interrelationships of its interested parties when addressing
(pectations.

ition of interested parties can differ significantly over time and between) organiza

mple
ation
their

fions,
s and

gure 2 — Examples of interested parties'and their needs and expectations

ging for the sustained successof an organization

quality of an organization is'enhanced and sustained success can be achieved by consis
heeds and expectations pf\its interested parties over the long term. Short- and medium
ould support this long-term strategy.

ext of an orgahization will be ever-changing, to achieve sustained succes;
should:

ently
term

top

fy all

interestpd parties,/determine their needs and expectations and their individual potential impacts

on the ofganization’s performance;

mote

b) determipe implement and communicate the organization’s mission, vision and values, and prd
an aligned culture;

c) determine short- and long-term risks and opportunities;

d) determine, implement and communicate the organization’s policies, strategy and objectives;

e) determine the relevant processes and manage them so that they function within a coherent system;

f) manage the organization’s resources to enable its processes to achieve their intended results;

g) monitor, analyse, evaluate and review the organization’s performance;

h) establish a process for improvement, learning and innovation in order to support the organization’s
ability to respond to changes in the context of the organization.

2
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4.2.2 Consideration of the needs and expectations of interested parties can enable the organization:

a) toachieve objectives effectively and efficiently;

b) to eliminate conflicting responsibilities and relationships;

c) toharmonize and optimize practices;

d) to create consistency;

e) toimprove communication;

f) tpteetitatetraininglearninsandpersenal-development;

g) tp facilitate focus on the most important characteristics of the organization;
h) tp manage risks and opportunities to its brand or reputation;

i) tpacquire and share knowledge.

5 (ontext of an organization

5.1 |General

Undefstanding the context of an organization is a process that determines factors which influence the

orgaiization’s ability to achieve sustained success. There are key factors to consider when
the cpntext of an organization:

a)
b)

)

5.2

ihterested parties;
gxternal issues;

internal issues.

Relevant interested parties

Intergsted parties are thosethat can affect, be affected by, or perceive themselves to be §
decisfon or activity of the-erganization. The organization should determine which intere
are relevant. These relevant interested parties can be both external and internal, includin
and dan impact the organization’s ability to achieve sustained success.

The qrganization‘should determine which interested parties:

a)
b)

dre a riskta'its sustained success if their relevant needs and expectations are not met;

dan/provide opportunities to enhance its sustained success.

determining

ffected by a
sted parties
b customers,

Once the relevant interested parties are determined, the organization should:

— identify their relevant needs and expectations, determining the ones that should be addressed;

— establish the necessary processes to fulfil the needs and expectations of the interested parties.

The organization should consider how to establish ongoing relationships with interested parties for
benefits such as improved performance, common understanding of objectives and values, and enhanced
stability.

© ISO 2018 - All rights reserved
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5.3 External and internal issues

5.3.1 External issues are factors that exist outside of the organization that can affect the organization’s
ability to achieve sustained success, such as:

a) statutor

y and regulatory requirements;

b) sector-specific requirements and agreements;

c) competition;

d) globalization;

e) social, e
f) innovati

g) natural

5.3.2 Inter
ability to ach

a) size and|

b) activitig

c) strategy;

conomic, political and cultural factors;
ons and advances in technology;

bnvironment.

nal issues are factors that exist within the organization itself that cafi-affect the organizal
ieve sustained success, such as:

complexity;
s and associated processes;

)

d) type of products and services;

e) perform
f) resourc
g) levels of]
h) maturit

i) innovati

5.3.3 Whe

ance;
bs;

competence and organizational(knowledge;
5

on.

h considering external and internal issues, the organization should take into ac

relevant information from thepast, its current situation and its strategic direction.

The organiz
sustained sy

Based on thg

ation should  determine which external and internal issues could result in risks
ccess oihopportunities to enhance its sustained success.

b determination of these lssues top management should decide whlch of these riskp

opportunitig

the necessary processes

kion’s

Count

fo its

and

The organization should consider how to establish, implement and maintain a process for monitoring,
reviewing and evaluating external and internal issues, with consideration of any consequences to be
acted on (see 7.2).

6 Identity of an organization

6.1 General

An organization is defined by its identity and context. The identity of an organization is determined by
its characteristics, based on its mission, vision, values and culture.

© ISO 2018 - All rights re
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Mission, vision, values and culture are interdependent and the relationship between them should be
recognized as dynamic.

6.2 Mission, vision, values and culture

The identity of an organization includes its:

a)

It is essential that the organization’s culture aligns with its mission, vision, apdwalues. Top
shou
and values. This should include an understanding of its existing culture and assessing
chan
these

Top

mission: the organization’s purpose for existing;

vision: aspiration of what an organization would like to become;

values: principle

dulture and to determine what is important to the organization, in support of the missig|

dulture: beliefs, history, ethics, observed behaviour and attitudes that are interrela
iflentity of the organization.

d ensure that the context of the organization is considered when determining its mi

e the culture. The strategic direction of the organization and‘its policy should be
identity elements.

rganization’s
n and vision;

fed with the

management
ssion, vision
the need to
hligned with

whernever the context of the organization changes. This review should consider external
issuep that can have an effect on the organization’s ability.to achieve sustained success.
are njade to any of the identity elements, they should.b&communicated within the organiz

inter

bsted parties, as appropriate.

nd internal
hen changes
ation and to

management should review the mission, vision, value§ and culture at plannedJFervals and

 and easy to

hievement of

the unity of

commitment

ness, where

7 Leadership

7.1 | General

7.1.1f Top management, through-its leadership, should:

a) pgromote the adoption of'the mission, vision, values and culture in a way that is concisg
yYnderstand, to achieve nity of purpose;

b) dgreate an internal’environment in which people are engaged and committed to the ac
the organization’s objectives;

c) dncouragé and support managers at appropriate levels to promote and maintain
fdurposéand direction as established by the top management.

7.1.2L_To achieve sustained success, top management should demonstrate leadership and

within the organization, by:

a) establishing the organization’s identity (see Clause 6);

b) promoting a culture of trust and integrity;

c) establishing and maintaining teamwork;

d) providing people with the necessary resources, training and authority to act with accountability;

e) promoting shared values, fairness and ethical behaviour so that these are sustained at all levels of
the organization;

f) establishing and maintaining an organizational structure to enhance competitive

applicable;

© ISO 2018 - All rights reserved
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g) individually and collectively reinforcing the organization’s values;

h) communicating achieved successes externally and internally, as appropriate;

i) establishing a basis for effective communication with people in the organization, discussing issues

that hav

e general impact, including financial impact, where applicable;

j) supporting leadership development at all levels of the organization.

7.2 Policy and strategy

Top management should set out the organization’s intentions and direction in the form of the

organization
occupationa
and custom
expectation;

When estab
model avail
Once chosern|

managing the organization.

Strategy sho
and medium

Top manage

These policy
external and

The organiz
Clause 8).

Tal]

’s policy, to address aspects such as compliance, quality, environment, energy, employment,
health and safety, quality of work life, innovation, security, privacy, data qprotdction
br experience. Policy statements should include commitments to satisfy the need$ and
of interested parties and to promote improvement.

ishing the strategy, top management should either apply a recognized-and appro;rriate
ible in the market, or design or implement an organization-specifio customized npodel.
itis crucial to maintain the stability of the model as the solid fountdation and referenge for

uld reflect the identity of the organization, its context anddong-term perspective. All short-
-term objectives should be aligned accordingly (see 7.3).

ment should make strategic decisions regarding competitive factors (see Table 1).

and strategy decisions should be reviewed for\continued suitability. Any changes ffo the
internal issues, as well as any new risks and:0pportunities, should be addressed.

ption’s policies and strategy constitute-the basis to establish process management (see

le 1 — Examples of actions to'consider when addressing competitive factors

fa

Competitive Actions to consider

ctors

A  Product
serviceg

s and — focusing on current and potential customers and potential markets for prodficts
anddServices

— _offering standard products and services or designs specific to customer
requirements

-~ realizing the advantages of being first to market or being a follower
— scaling production from one-off to mass production, as appropriate

— dealing with short innovation cycles or a stable long-term customer demand

— managing quality requirements

B People

— recognizing demographic development and changing values

— considering diversity

— cultivating an image as an attractive employer

— determining the desired competence and experience of people to hire

— considering appropriate approaches to recruitment, competence development,
retention, and leave management

— addressing capacity flexibility by considering permanent versus fixed-term
contracts

— considering full time versus part time or temporary employment, as well as the
balance between them

© ISO 2018 - All rights reserved
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Table 1 (continued)

Competitive Actions to consider
factors

C Organizational — applying currently available knowledge and technology to new opportunities
knowledge and

technology — identifying the need for new knowledge and technology

— determining when this knowledge and technology needs to be available and how
to apply it within the organization

— determining if this should be developed internally or acquired externally

D Partners — determining potential partners

— driving joint technology development with external providers and-cqmpetitors

— developing customized products and services in joint undertakings yith
customers

— co-operating with the local community, academia, publicauthoritiesjand
associations

E Processes — deciding whether process management will be centralized, decentralized,
integrated or non-integrated, or a hybrid approach.regarding deternjination,
establishment, maintenance, control and improvement of processes, fincluding
the assignment of roles and responsibilities

— determining necessary information and-cdmmunications technology| (ICT)
infrastructure (e.g. proprietary, custemized or standard solutions)

F  Place — considering local, regional and global presence
— considering virtual presence and‘use of social media

— considering the use of virtual.decentralized project teams

G Pricing — establishing price position‘(e.g. low versus premium pricing strategy)

— determining prices by\using an auction/bidding approach

7.3 [Objectives

Top hanagement should demonstrate-leadership in the organization by defining and maintaining the
orgamization’s objectives based envits policies and strategy, as well as by deploying the pbjectives at
relevant functions, levels and processes.

Objedtives should be defined for the short and long term and should be clearly understandable.
Objedtives should be quantified where possible. When determining the objectives, top management
should consider:

a) tp what extenfthe organization is aiming to be recognized by interested parties as:

1) aleader with respectto competitive factors (see 7.2) emphasizing the organizationfs capability;

N

)chaving a positive impact on economic, environmental and social conditions arouncll it;

b) the degree of the organization’s and its people’s engagement in society beyond immediate business-
related topics (e.g. in national and international organizations, such as public administration,
associations and standardization bodies).

When deploying the objectives, top management should encourage discussions for alignment between
different functions and levels of the organization.

7.4 Communication

The effective communication of policies and strategy, with relevant objectives, is essential to support
the sustained success of the organization.

© ISO 2018 - All rights reserved 7
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Such communication should be meaningful, timely and continual. Communication should include a
feedback mechanism and incorporate provisions to proactively address changes in the organization’s

context.

The organization’s communication process should operate both vertically and horizontally and should
be tailored to the differing needs of its recipients. For example, the same information can be conveyed
in one way to people within the organization and in a different way to interested parties.

8 Process management

8.1 Gene

Organizatio
often cross
achieved mo

Processes af
the organizg
distinctive f

In order to

proactively,
It is import4d
processes, ix

This can b
interdepend

NOTE Fo
in ISO 9000:
concept, contg

.org/tc176sc2.

Iai
s deliver value through activities connected within a network of processes(Brod

boundaries of functions within the organization. Consistent and predictable, result
Ire effectively and efficiently when the network of processes functions as a colierent sy

e specific to an organization and vary depending on the type, size andevel of matur
tion. The activities within each process should be determined and-adapted to the siz
patures of the organization.

esses
S are
Stem.

ity of
e and

ichieve its objectives, the organization should ensure that@ll its processes are ma

nt to optimize the balance between the different purposes and specific objectives
alignment with the organization’s objectives.

e facilitated by adopting a “process approacli“-that includes establishing proc
encies, constraints and shared resources.

r further information on the “process approach”, see the related quality management prin
P015, and the “ISO 9001:2008 Introduction and Support Package” document Guidance

ged

including externally provided processes, to ensure thatthey are effective and efficient.

:F
f the

pSses,

ciples
n the

nt and use of the process approach for management systems, available from: https://committee.iso

8.2 Determination of processes

8.2.1 The
outputs that
schematic reg

brganization should determine the processes and their interactions necessary for proy
meet the needs and-expectations of interested parties, on an ongoing basis. Figure 3 g
presentation of a-process.

iding
ves a

[
| Starting point | | End point |
N —— PR —|
) T
|
|
Sourced of inputs Inputs Activities Outputs Receivers of outputs
PREDECESSOR MATTER, MATTER, SUBSEQUENT
PROCESSES ENERGY, ENERGY, PROCESSES
e.g. at providers INFORMATION, INFORMATION, e.g. at customers
(internal or external), e.g.in the e.g.in the (internal or external),
at customers, form of materials, form of product, at other relevant
at other relevant resources, service, interested parties
interested parties requirements decision

A [

Possible controls and
check points to monitor
and measure performance

Figure 3 — Schematic representation of the elements of a single process
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Processes and their interactions should be determined in accordance with the organization’s policies,
strategy and objectives, and should address areas such as:

a) operations related to products and services;

b) meeting the needs and expectations of interested parties;

c) the provision of resources;

d) managerial activities, including monitoring, measuring, analysis, review, improvement, learning
and innovation.

8.2.2
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d) t

—
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8.4

propriate, to:

he purpose of the process;

he objectives to be achieved and related performance indicators;

he outputs to be provided;

he needs and expectations of interested parties, and their changes;
hanges in operations, markets and technologies;

he impacts of the processes;

he inputs, resources and information needed, and-their availability;

he activities that need to be implemented and‘methods that can be used;
onstraints for the process;

isks and opportunities.

Responsibility and authority for processes

ach process, the organization should appoint a person or a team (often referre
ess owner"), depending-en the nature of the process and the organization’s culture,
nsibilities and autherities to determine, maintain, control and improve the pro
hction with other processes it impacts and those that have impact on it. The organiz
'e that the resporisibilities, authorities and roles of process owners are recognized
rganization ‘and that the people associated with the individual processes have the
ed for the-tasks and activities involved.

Managing processes

In determining its processes and their interactions, the organization should givescnsideration,

d to as the
lwvith defined
ress and its
ation should
throughout
fompetences

8.4.1

To manage its processes effectively and efficiently, the organization should:

a) manage the processes and their interactions, including externally provided processes, as a system
to enhance alignment/linkage between the processes;

b) visualize the network of processes, their sequence and interactions in a graphic (e.g. process map,
diagrams) in order to understand the roles of each process in the system and its effects on the
performance of the system;

c) determine criteria for the outputs of processes, evaluate the capability and performance of
processes by comparing the outputs with the criteria, and plan actions to improve the processes
when they are not effectively achieving the performance expected by the system;
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d)

assess the risks and opportunities associated with the processes and implement any actions that
are necessary in order to prevent, detect and mitigate undesired events, including risks such as:

1) human factors (e.g. shortage of knowledge and skills, rule violations, human errors);
2) inadequate capability, deteriorations and breakdowns of equipment;

3) design and development failure;

4) unplanned changes in incoming materials and services;

5) wuncontrolled variation in the environment for the operation of processes;

6) unekpected changes in the needs and expectations of interested parties, including“miarket
dentand;

review the processes and their interrelationships on a regular basis and take suitdble actioms for
control 4nd improvement, to ensure they continue to be effective and support the-sustained success
of the o1fganization.

8.4.2 Procpsses should operate together within a coherent management ‘system. Some prodesses
will relate td the overall management system and some will additionally relate to a specific managerial

aspect, suchfas:

a) the quallity of products and services, including cost, quantity and delivery (e.g. ISO 9001);

b) health, Jafety, security (e.g. ISO 45001, ISO/IEC 27001);

c) environment, energy (e.g. ISO 14001, ISO 50001);

d) social rdsponsibility, anti-bribery, compliance (e.g.1SO 26000, ISO 37001, ISO 19600);

e) busines$ continuity, resilience (e.g. ISO 22301, ISO 22316).

8.4.3 To aftain a higher level of performance,the processes and their interactions should be continually
improved a%ording to the organization’s\policies, strategy and objectives (see 7.2 and 7.3), incliding
consideratiopn of the need to develop or acquire new technologies, or to develop new producty and

services or their features, for added talue.

The organization should motivate people to engage in improvement activities and propose opportuhities

for improvement in the procésses in which they are involved.

The organigation should{Ttegularly review the achievement of objectives for the improvemgnt of

processes apd their 4nteractions, the progress of action plans, and the effects on the organizaftion’s
policies, obj¢ctivessand strategies. It should take any necessary corrective actions, or other appro
actions, when gaps are identified between the planned and actual activities.

riate

8.4.4 To maintain the level of performance attained, processes should be operated under controlled
conditions, regardless of any planned and unplanned changes. The organization should determine what
procedures (if any) are needed to manage a process, including the criteria for process outputs and
operational conditions, to ensure conformity with the criteria.

When procedures are applied, in order to ensure that they are followed by people involved in the
operation of the process, the organization should ensure that:

a)

b)

10

a system is established to define the knowledge and skills needed for processes and evaluate the
knowledge and skills of the process operators;

risks in the procedures are identified, assessed and reduced by improving the procedures (e.g.
making it difficult to make errors or not allowing progression to the next process if an error
occurs);
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esources necessary for people to follow the procedures are made available;

people have the knowledge and skills needed for following the procedures;

people understand the impacts of not following the procedures (e.g. by using examples of
experienced undesired events) and managers at appropriate levels take the actions that are
necessary whenever a procedure is not followed;

consideration is given to learning, training, motivation and prevention of human error.

8.4.5 The orgamzatlon should monltor its processes ona regular basis to detect dev1at10ns and should

identj

be eff
9 |
9.1
Reso
effec
The
objec
Exan
a) f
b) .
c) d
d) t
e) i
f) t
g) t
h) i
i) 1
j) o

ective and efficient in detecting deviations.

esource management

General

irces support the operation of all processes in an organiZation and are critical
ive and efficient performance and its sustained success.

brganization should determine and manage the respurces needed for the achiev
tives, taking into account the associated risks and @pportunities and their potential e

ples of key resources include:

nancial resources;

eople;

rganizational knowledge;

echnology;

hfrastructure, such as equipment, facilities, energy and utilities;
he environment forthe organization’s processes;

he materials needed for the provision of products and services;
hformation;

esoufices provided externally, including subsidiaries, partnerships and alliances;

ly caused by
operation of
fors that will

for ensuring

bment of its
ffects.

afural resources.

The organization should implement sufficient control over its processes to achieve efficient and
effective use of its resources. Depending on the nature and complexity of the organization, some of the
resources will have different impacts on the sustained success of the organization.

When considering future activities, the organization should take into account the accessibility and
suitability of resources, including externally provided resources. The organization should frequently
evaluate its existing use of resources to determine opportunities for improving their use, optimizing
processes, and implementing new technologies to reduce risks.

© ISO 2018 - All rights reserved
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9.2 People

9.2.1 General

Competent, engaged, empowered and motivated people are a key resource. The organization should
develop and implement processes to attract and retain people who have the current or potential
competences and availability to contribute fully to the organization. The managing of people should
be performed through a planned, transparent, ethical and socially responsible approach at all levels
throughout the organization.

9.2.2 Engagement of people

Engagement| of people enhances the organization’s ability to create and deliver value for interpsted
parties. The organization should establish and maintain processes for engagement of)its p¢ople.
Managers atfall levels should encourage people to be involved in improving performance and meeting
the organization’s objectives.

To enhance the engagement of its people, the organization should consider activities such as:
a) developlng a process to share knowledge;

b) making se of its people’s competence;

c) establishing a skills qualification system and career planning te promote personal development;
d) continuglly reviewing their level of satisfaction, relevant needs and expectations;
e) providing opportunities for mentoring and coaching;

f) promoting team improvement activities.

9.2.3 Empowerment and motivation of people

Empowered|and motivated people at all levels throughout the organization are essential to enlance
the organizdtion’s ability to create and deliver value. Empowerment enhances the motivation of people
to take respgnsibility for their work andhits results. This can be achieved by providing people with the
necessary infformation, authority and freedom to make decisions related to their own work. Managgrs at
all levels shquld motivate people to'understand the significance and importance of their responsibjlities
and activitigs in relation to creating value for interested parties. To enhance the empowermenft and
motivation df people, managers at all levels should:

a) define ¢lear objectives (aligned with the organization’s objectives), delegate authority and
responsjbility, afid'create a work environment in which people control their own work and
decisior] makifng;

b) introdu¢elan‘appropriate recognition system, based on the evaluation of people’s accomplishipents
(both intividuatty amd-imrtearnTs);

c) provide incentives for people to act with initiative (both individually and in teams), as well as
recognizing good performance, rewarding results and celebrating the achievement of objectives.

9.2.4 Competence of people

A process should be established and maintained to assist the organization in determining, developing,
evaluating and improving the competence of people at all levels. The process should follow steps such as:

a) determining and analysing the personal competencies needed by the organization in accordance
with its identity (mission, vision, values and culture), strategy, policies and objectives;

b) determining the current competence at group level and at individual level, as well as the gaps
between what is available and what is currently needed, or could be needed in the future;
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c) implementing actions to improve and acquire competence, as required;
d) improving and maintaining competence that has been acquired;
e) reviewing and evaluating the effectiveness of actions taken to confirm that th

competence has been acquired.

9.3 Organizational knowledge

€ necessary

9.3.1 Organizational knowledge can be based on external or internal sources. Top management should:

a) cognize knowledge as an Intellectual asset and manage It as an essential ele
rganization’s sustained success;
b) nsider the knowledge required to support the short- and long-term needs of‘the ¢
ihcluding succession planning;
c) assess how the organization’s knowledge is identified, captured, analysed, retrieved

nd protected.

9.3.2] When defining how to determine, maintain and protect, knowledge, the organiz

develop processes to address:

a) lessons learned from failures and successful projects;

b) eaxplicit and tacit knowledge that exists within the organization, including the knowle
dnd experience of its people;

c) determining the need to acquire knowledgedrom interested parties as part of the o
strategy (see 9.6);

d) donfirming the effective distribution’and understanding of information, throughout th
df the organization’s products andservices;

e) rmanaging documented information and its use;

f) rhanaging intellectual property.

9.4 [Technology

Top management.should consider technological developments, both existing and emerg

have p significantimpact on the organization’s performance in processes related to produc

provision, marketing, competitive advantage, agility and interaction with interested
organization:should implement processes for detecting technological developments and in
considering:

ment of the

rganization,

maintained

htion should

dge, insights

"ganization’s

e life cycle(s)

ng, that can
[ and service
parties. The
hovations by

€ organization;

a)

b) the financial resources needed to adopt the technological changes, or to acquire another
organization’s technological capabilities, and the benefits of such changes;

c) the organizational knowledge and capability to adapt to the technological changes;

d) therisks and opportunities;

e) the market environment.

© ISO 2018 - All rights reserved

13


https://standardsiso.com/api/?name=a20189f4249ce7545c1b859e51b07110

ISO 9004:2018(E)

9.5 Infrastructure and work environment

9.5.1 General

Infrastructure and work environment are key to the effective and efficient operation of all processes
in the organization. The organization should determine what is needed and coordinate how these
resources will be allocated, provided, measured or monitored, optimized, maintained and protected.

The organization should periodically evaluate the suitability of the infrastructure and work environment
of all related processes to achieve the desired performance and the organization’s objectives.

9.5.2 Infrastructure
In managing|its infrastructure, the organization should give appropriate consideration to factors sufh as:

a) dependdbility (including consideration of availability, reliability, maintainability and‘maintepance
support| as applicable, including safety and security);

b) infrastrjicture elements needed for the provision of processes, products and\sérvices;
c) the effidiency, capacity and investment required;

d) the impdct of the infrastructure.

9.5.3 Work environment

In determining a suitable work environment, the organization 'should give appropriate consideratjon to
factors (or afcombination of factors) such as:

a) physical characteristics such as heat, humidity, light, airflow, hygiene, cleanliness and noise;

b) ergonomically designed work stations and equipment;
c) psycholdgical aspects;
d) encouraging personal growth, learning, knowledge transfer and teamwork;

e) creativelwork methods and oppertunities for greater involvement, to realize the potential of people
in the orjganization;

f) health apd safety rules.and guidance, as well as the use of protective equipment;
g) workpldce location;

h) facilitie§ for peeple in the organization;

i) optimization-of resources.

The organization’s work environment should encourage productivity, creativity and well-being for the
people working in or visiting its premises (e.g. customers, external providers, partners). In addition,
depending on its nature, the organization should verify that its work environment complies with
applicable requirements and addresses applicable standards (such as those for environmental and
occupational health and safety management).

9.6 Externally provided resources

Organizations procure externally supplied resources from a variety of providers. As these resources
can impact both the organization and its interested parties, it is essential that its relationships with
external providers and partners are managed effectively. The organization and its external providers
or partners are interdependent. The organization should seek to establish relationships that enhance
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the capabilities of itself and its providers or partners to create value in a manner that is mutually
beneficial to all involved.

The organization should consider partnering if external providers have knowledge that the organization
does not have, or to share the risks and opportunities associated with its projects (and the resulting
profits or losses). Partners can be external providers of processes, products or services, technological
and financial institutions, governmental and non-governmental organizations, or other interested
parties.

The managing of external providers should take into account the risks and opportunities associated with:

a) internal facilities or capacity;

b) the technical capability to fulfil the requirements for products or services;

c) the availability of qualified resources;

d) the type and extent of controls needed for external providers;
e) Husiness continuity and supply chain aspects (e.g. high dependability‘on a single or limited number
df providers);

f) gnvironmental, sustainability and social responsibility aspects.

In orgler to establish mutually beneficial relationships and to énhance the abilities of external providers
and gartners for managing activities, processes and systems,the organization should:

— share its mission and vision (and possibly its valuesand culture) with them;

— grovide any necessary support (in terms of resources or knowledge).

9.7 |Natural resources

The gqrganization should recognize its résponsibility to society and should act based on this{recognition.
The rlesponsibility includes several aspécts, such as natural resources and the environment.

In tefms of managing resources;‘the natural resources consumed by the organization in the provision
of products and services aresa'strategic issue affecting its sustained success. The organization should
addr¢ss how to determine;obtain, maintain, protect and use essential resources such ay water, soil,
energy or raw materials;

The grganization should address both the current and future use of natural resources required by its
procgsses, as wellasthe impact of the use of natural resources related to the life cycle of|its products
and services. Fhis'should also be aligned with the organization’s strategy.

Good|practices for managing natural resources for sustained success include:

a) treating them as a strategic business matter;

b) being aware of new trends and technologies on their efficient use, and on the expectations of
interested parties;

c) monitoring their availability and determining the potential risks and opportunities on their use;
d) defining future markets, products and services and the impact on their use throughout the life cycle;
e) implementing best practices in their current application and use;

f) improving the actual use and minimizing the potential undesirable impact of their use.
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10 Analysis and evaluation of an organization’s performance

10.1 General

The organization should establish a systematic approach to collect, analyse and review available
information. Based on the results, the organization should use the information to update its
understanding of its context, policies, strategy and objectives as needed, while also promoting
improvement, learning and innovation activities.

The available information should include data on:

a) the org;].nlzatlon's performance (see 10-2, 10-3and 1047J;

b) the stat
internal

c) changes
interest

10.2 Perfo

10.2.1 The

vision, polic
measuremel
information

The selectio

audits or self-assessment (see 10.5 and 10.6);

bd parties.

rmance indicators

s of the organization’s internal activities and resources, which can be understogd thfough

in the organization’s external and internal issues and the needs and expectations ¢f the

brganization should assess its progress in achieving its planned results against its migsion,

jes, strategy and objectives, at all levels and in all relevant processes and functions. A
t and analysis process should be used to monitor this\progress, to gather and provide the
hecessary for performance evaluations and effective decision making.

h of appropriate performance indicators and_monitoring methods is critical for effgctive

measurement and analysis of an organization. Figure 4 shows steps for using performance indicafjors.

[ Inventory of all processes

J

A

-
Select performance indicators and monitoring
methods for processes
\ J
Y
(- N

Measure, analyse and evaluate performance
. J
A
e N
Improve processes
N J

Figure 4 — Steps for using performance indicators

10.2.2 The methods used for collecting information regarding performance indicators should be
practicable and appropriate to the organization, such as:

a) the monitoring and recording of process variables and product and service characteristics;

b) risk assessments of processes, products and services;

c) performance reviews, including on external providers and partners;

d) interviews, questionnaires and surveys on the satisfaction of interested parties.

16
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10.2.3 Factors that are within the control of the organization and critical to its sustained success should
be subject to measurement and identified as key performance indicators (KPIs). These measurable KPIs
should be:

a) accurate and reliable, to enable the organization to set measurable objectives, monitor and predict
trends, and take actions for improvement and innovations when necessary;

b) selected as a basis for making strategic and operational decisions;

c) suitably cascaded as performance indicators at relevant functions and levels within the
organization, to support the achievement of top level objectives;

d) dppropriate to the nature and size of the organization, its products and services,processes and
dctivities;

e) donsistent with the strategy and objectives of the organization.

10.2.4 The organization should consider specific information relating to risks-and opportpinities when
selecting KPIs. In addition, the organization should ensure that KPIs provide information tp implement
actioh plans when performance does not achieve the objectives, or tg-improve and innoyate process
efficiency and effectiveness. Such information should take into account.elements such as:

a) the needs and expectations of interested parties;

b) the importance of individual products and services to the organization;
c) the effectiveness and efficiency of processes;

d) the effective and efficient use of resources;

e) flnancial performance;

f) dompliance with applicable external réquirements.

10.3| Performance analysis
Analysis of the organization’s performance should enable identification of issues, such as:
a) ihsufficient or ineffective resources within the organization;

b) insufficient or inéffective competencies, organizational knowledge and inappropriate behaviour;

<
=

isks and oppertunities that are not being sufficiently addressed by the organization’s nanagement
systems;

d) weakness in leadership activities, including:

) ~policy establishment and communication (see Clause 7):

2) the managing of processes (see Clause 8);
3) the managing of resources (see Clause 9);
4) improvement, learning and innovation (see Clause 11);
e) potential strengths that might need to be fostered with regard to leadership activities;

f) processes and activities showing outstanding performance that could be used as a model to
improve other processes.

The organization should have a clear framework to demonstrate the interrelations between its
leadership activities and their effects on the organization’s performance. This can enable the
organization to analyse the strengths and weaknesses of its leadership activities.
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10.4 Performance evaluation

10.4.1 The organization’s performance should be evaluated from the viewpoint of the needs and
expectations of its interested parties. When deviations from the needs and expectations are found, the
processes and their interactions that affect its performance should be identified and analysed.

10.4.2 The organization’s performance results should be evaluated against applicable objectives (see
7.3) and their pre-determined criteria. Where objectives have not been achieved, the cause(s) should
be investigated, with appropriate reviews of the deployment of the organization’s policies, strategy and
objectives and the organization’s managing of resources, as necessary. Similarly, when objectives have

nnnnnnnnnnnnnn

been exceeded

The results

strategy and

Improvemer]
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should revig
as well as th
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ctices. Benchmarking can be applied to policiesystrategy and objectives, processe

prganization should establish and maintaiin*a methodology for benchmarking that dg
s, such as:

ess for choosing benchmarking partner(s), as well as any necessary communication
tiality policies;

rmination of indicators-for the characteristics to be compared and the data colle
logy to be used;

ction and analysis'of data;

blishmient and monitoring of corresponding improvement plans;
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(see 11.37:

10.4.5 The organization should consider the different types of benchmarking practices, such as:

internal

a)

b) competi

benchmarking of activities and processes within the organization;

tive benchmarking of performance or processes with competitors;

c) generic benchmarking, by comparing strategies, operations or processes with unrelated
organizations.

18

© ISO 2018 - All rights reserved


https://standardsiso.com/api/?name=a20189f4249ce7545c1b859e51b07110

ISO 9004:2018(E)

10.4.6 When establishing a benchmarking process, the organization should take into account that
successful benchmarking depends on factors such as:

a) support from top management (as it involves mutual knowledge interchange between the
organization and its benchmarking partners);

b) the methodology used to apply benchmarking;
c) an estimation of benefits versus costs;

d) anunderstanding of the characteristics of the subject being investigated, in order to allow a correct
comparison with the current situation in the organization;

—

e)

mplementing lessons learned to bridge any determined gaps.

10.5| Internal audit

Interhal audits are an effective tool for determining the levels of confonmity of the ofganization’s
mangdgement system to its selected criteria. They provide valuable infoymation for unflerstanding,
analyjsing and improving the organization’s performance. Intergal audits should| assess the
implgmentation, effectiveness and efficiency of the organization’sxmanagement systems. This can
inclugle auditing against more than one management system standard, as well as addresfsing specific
requirements relating to interested parties, products, services,pnocesses or specific issueg.

To bg effective, internal audits should be conducted in a ¢ensistent manner, by competept people, in
accorjdance with the organization’s audit planning. Audits should be conducted by people who are
not ipvolved in the activity being examined, in orderfé give an independent view on what is being
performed.

Interhal auditing is an effective tool for identifying problems, nonconformities, risks and opportunities,
as well as for monitoring progress on resolving previously identified problems and nondonformities.
Interpal auditing can also be focused on_the identification of good practices and on improvement
oppoftunities.

The qutputs of internal audits proyide a useful source of information for:
a) addressing problems, nonéonformities and risks;

b)

[

Hentifying opportunities;
c) promoting good.practices within the organization;
d) inpcreasing understanding of the interactions between processes.

Interpal audit” reporting usually contains information on conformity to the giyen criteria,
noncpnformities and improvement opportunities. Audit reporting is an essential input for management
review_Top management should establish a process for reviewing all internal audit resylts, in order
to idemtifytremds—that—camr require—orgamizatiormr-wide torrective actioms —amd—opport tunities for
improvement.

The organization should use the results of other audits, such as second- and third-party audits, as
feedback for corrective actions. It can also use them to monitor progress in the implementation of
appropriate plans intended to facilitate the resolution of nonconformities, or for the implementation of
identified opportunities for improvement.

NOTE See IS0 19011 for further guidance on auditing management systems.

10.6 Self-assessment

Self-assessment should be used to determine the strengths and weaknesses of the organization as well
as best practices, both at an overall level and at the level of individual processes. Self-assessment can
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assist the organization to prioritize, plan and implement improvements and/or innovations, where
necessary.

Elements of a management system should not be assessed independently given that processes are inter-
dependent. This allows for assessment of relationships between elements and their impacts on the

organization’s mission, vision, values and culture.

The results of self-assessment support:

a) improvement of the organization’s overall performance;

b) progress towards achieving and maintaining sustained success for the organization;

c) innovation in the organization’s processes, products and services, and the organization’s strugture,
when apjpropriate;

d) recognition of best practices;

e) identifidation of further opportunities for improvement.

The results
order to be U

A self-assess

10.7 Revie

Reviews of |

bf self-assessment should be communicated to relevant people within the organizati
sed to share understanding about the organization and its future direction.

ment tool based on this document is provided in Annex A.

WS

performance measurement, benchmarking, analysis and evaluations, internal audit

self-assess

nts should be performed by appropriate levels and functions of the organization, aj

as by top mgnagement. The reviews should be conducted at planned and periodic intervals, to e
trends to bg determined and to evaluate the organization’s progress towards achieving its po

strategy an
learning anc
and respons

The reviews
strategy and
improvemen

The reviews

objectives. They should also address-the assessment and evaluation of improve

veness in relation to the organization’s mission, vision, values and culture.

should be used by the organization to understand the needs of adapting its po
| objectives (see Clause 7).\They should also be used to determine the opportuniti
t, learning and innovation of the organization’s managerial activities (see Clause 11).

should enable evidence-based decision making and the establishment of actions to ac

desired resullts.

11 Improy

11.1 Genel

yjement, learning and innovation

ral

b1, in

5 and

well
nable
icies,
ment,

| innovation activities performed. previously, including aspects of adaptability, flexibility

icies,
s for

hieve

Improvement, learning and innovation are interdependent and key aspects that contribute to the
sustained success of an organization. They create inputs into products, services, processes and
management systems, and contribute to achieving desired results.

The organization will experience constant change in its external and internal issues and in the
needs and expectations of its interested parties. Improvement, learning and innovation support the
organization’s ability to respond to these changes in a manner that enables it to fulfil its mission and
vision, as well as supporting its achievement of sustained success.

11.2 Improvement

Improvement is an activity to enhance performance. Performance can relate to a product or service,
or to a process. Improving product or service performance or the management system can help the
organization anticipate and meet the needs and expectations of interested parties and also increase
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economic efficiency. Improving processes can lead to increased effectiveness and efficiency, resulting
in benefits such as cost, time and energy saving and reduced waste; in turn, this can lead to meeting the
needs and expectations of interested parties more effectively.

Improvement activities can range from small-step continual improvements to significant improvements
of the entire organization.

The organization should define objectives for improving its products or services, processes, structure
and management system, by using the results of the analysis and evaluation of its performance.

Improvement processes should follow a structured approach. The methodology should be applied
consistently for all processes.

The qrganization should ensure that improvement becomes established as a part of the ‘organization’s
cultufre by:

a) gmpowering people to participate in and contribute to the successful achievement of improvement
hitiatives;

—n

b) providing the necessary resources to achieve improvements;

‘)
d)

(o)

stablishing recognition systems for improvements;

stablishing recognition systems for improving the effectivéness and efficiency of the improvement
drocess;

aQ

e) dngagement of top management in improvement activities.
11.3|Learning

11.3J1 The organization should encourage improvement and innovation through learning. The inputs
for ldarning can be derived from many sources, including experience, analysis of information, and the
resulfs of improvements and innovations;

Alearning approach should be adopted by the organization as a whole, as well as at alevel thpt integrates
the capabilities of individuals with'those of the organization.

11.3.2 Learning as an organization involves consideration of:

a) dollected information relating to various external and internal issues and interegted parties,
hcluding succesgstories and failures;

—u

—

b) ipsight threligh in-depth analysis of the information collected.

Learning, that integrates the capabilities of individuals with those of the organization is|achieved by
combining the knowledge, thinking patterns and behaviour patterns of people with the yalues of the
Orgamivafinn

Knowledge can be explicit or tacit. It can originate from inside or outside the organization. It should be
managed and maintained as an asset of the organization.

The organization should monitor its organizational knowledge and determine the need to acquire, or
more effectively share, knowledge throughout the organization.

11.3.3 In order to foster a learning organization, the following factors should be considered:
a) the organization’s culture, aligned with its mission, vision and values;

b) top management supporting initiatives in learning, by demonstrating its leadership and through
its behaviour;
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c) stimulation of networking, connectivity, interactivity and sharing of knowledge both inside and
outside the organization;

d) maintaining systems for learning and sharing of knowledge;

e) recognizing, supporting and rewarding the improvement of people’s competence, through
processes for learning and sharing of knowledge;

f) appreciating creativity and supporting diversity of the opinions of the different people in the

organization.

Rapid access to, and use of, organizational knowledge can enhance the organization’s ability to manage

and maintai
11.4 Innov

11.4.1 Gen

Innovation 9
market posif

Changesint

parties couljl

To support

a)
b)

identify
establis

c) provide

1 its sustained success (see 9.3).
ation

pral

hould result in improvement leading to new or changed products- er/services, proc
ion, or performance, enabling realization or redistribution of value:

he organization’s external and internal issues and the needs@nd expectations of inter
require innovation.

nd promote innovation the organization should:
specific needs for innovation and encourage inngvative thinking in general;
I and maintain processes that allow for effectiVe innovation;

the resources needed to realize innovative ideas.

11.4.2 App

Innovation

a)

ication

n be applied at all levels of thé organization, through changes in:

and explectations of interested ‘parties, but also anticipate potential changes in the organiz
and in the life cycles of its products and services);

pSSes,

psted

technolggy or products or services/(i.e. innovations that not only respond to the changing peeds

ation

b) process¢s (i.e. innovatien/in the methods for production and service provision, or innovation to
improve process stability and reduce variation);

c) the orgdnization'(ie. innovation in the constitution and the structures of the organization);

d) theorganization’s management system (i.e. to ensure that competitive advantage is maintained and
new opyortunities are utilized, when there are emerging changes in the organization’s context);

e) theorganization’sbusiness model (i.e.innovation in responding to distribution of value to customers
or changing market position in accordance with interested parties’ needs and expectations).

11.4.3 Timing and risk

The organization should evaluate the risks and opportunities related to its plans for innovation
activities. It should give consideration to the potential impact on the managing of changes and prepare

action plans

to mitigate those risks (including contingency plans), where necessary.

The timing for the introduction of an innovation should be aligned with the evaluation of the risk
associated with undertaking that innovation. The timing should usually be a balance between the
urgency with which it is needed and the resources that are made available for its development.
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The organization should review, improve and innovate based on the results of its performance
evaluation (see Clause 10).

The organization should use a process that is aligned with its strategic direction to plan and prioritize
innovation initiatives.

The results of innovation should be reviewed in order to experience learning and to increase
organizational knowledge.
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A.1 Gene

Annex A
(informative)

Self-assessment tool

ral

Self-assessm
maturity of
and to deter

Audits are u
system are
are used to
opportunitig

An organizdtion should use self-assessment to identify improvement @nd innovation opportur

set prioritie
assessment
the maturity

The results ¢f an organization’s self-assessment can be a valiiable input into management reviews

assessment
organization
of the organ

The self-ass
provides a fi

organization].

A.2 Maturity model

A mature or

ent can provide an overall view of the performance of an organization and the degi
its management system. It can help to identify areas for improvement and/or innoy
ine priorities for subsequent actions.

Ked to determine the extent to which, for example, requirements related to’a managg
fulfilled (against a defined standard, or the organization’s own criteria). Audit fin
nssess the effectiveness of, for example, a management system, and-to identify risk
s for improvement.

5 and establish action plans, with the objective of sustaingd success. The output o
vill show strengths and weaknesses, the related risks.and opportunities for improve
level of the organization and, if repeated, the organization’s progress over time.

hlso has the potential to be a learning tool, which can provide an improved overview
, promote the involvement of interested parties and support the overall planning acti
zation.

Famework for improvement. It canvbe used as given, or it can be customized to su

panization perfornis-effectively and efficiently and achieves sustained success by:
hnding and satisfying the needs and expectations of interested parties;
ing changes’in the context of the organization;

ng possible areas for improvement, learning and innovation;

ee of
ation

ment
dings
5 and

ities,
[ self-
ment,

Self-
bf the
vities

bssment tool given in this annex is based on the guidance detailed in this document and

t the

and deploying policies, strategy and objectives;

a) underst
b) monitor
c) identify
d) defining
e)
f)
g)

managing its processes and resources;

demonstrating confidence in its people, leading to increased engagement;

partners.

establishing beneficial relationships with interested parties, such as external providers and other

This self-assessment tool uses five maturity levels, which can be extended to include additional levels
or otherwise customized as needed.

Table A.1 gives a generic framework for setting out how performance criteria can be related to the
levels of maturity in a tabular format. The organization should review its performance against the
specified criteria, identify its current maturity levels, and determine its strengths and weaknesses and

therelated r

24

isks and opportunities for improvement.
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The criteria given for the higher levels can help the organization to understand the issues it needs to
consider and to determine the improvements needed to reach higher levels of maturity. Tables A.2 to
A.32 give self-assessment criteria based on this document.

Table A.1 — Generic model for self-assessment elements and criteria related to maturity levels

Maturity level towards sustained success
eleKn(iint Level 1 Level 2 Level 3 Level 4 Level 5
Element1 |Criterial Criteria 1
Basetevet Bestpractice
Element 2 |Criteria 2 Criteria‘2
Base level Béstpracfice
Element3 |Criteria 3 Criteria 3
Base level Best pracfice

A3

This
anin

The ¢
of thi

speciffic needs. If appropriate, the self-assessment cattbe limited to any of the tables in isol

A4

A4.1

a) t

Q

b)

t

=t

Self-assessment of detailed elements

self-assessment is intended to be performed by process ownefs and managers at all ley
depth overview of the organization and its current perfgprwance.

lements of this self-assessment are contained in Tables A.2 to A.32 and relate to th
s document; however, the organization can definetadditional or different criteria to {

Using the self-assessment tools

The purposes of a step-by-step methodology for an organization to conduct a self-asg

b define the scope of the self-assessment in terms of the parts of the organization to
nd the type of the assessmént, such as:

) aself-assessment of key elements;
) aself-assessment/of detailed elements, based on this document;

) aself-assessment of detailed elements, based on this document with additional or
or levels;

b identify who will be responsible for the self-assessment and when it will be carried

els to obtain

b subclauses
ulfil its own
htion.

essment are:

be assessed

new criteria

Dut;

unctional or

p(determine how the self-assessment will be carried out, either by a team (cross-f|

Q

d)

1 . hY 1 . b IR | A | : c c. sl .
LIICT dppl UlJl Idlc Lﬁdlll) Ol U_y IHIUIVIQUdIS LLIIU dppUlllLlllﬁllL Ol 4 IdCIILAdLOT CdIl d551I5T0 L

done by:

1y
2)

3)

marking the elements that the organization is already applying, i.e. start atlevel 1
progress, to attain maturity level 5 by incorporating the criteria identified in level

establishing the current maturity level;

e process);

to identify the maturity level for each of the organization’s individual processes, which should be

comparing the present situation in the organization to the scenarios that are listed in the tables;

and build on
s 3 and 4;

to consolidate the results into a report, which this provides a record of progress over time and can

facilitate the communication of information, both externally and internally (the use of graphics in

S

© ISO

uch a report can aid the communication of the results);
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f) to assess the current performance of the organization’s processes and identify areas for
improvement and/or innovation (these opportunities should be identified through the self-
assessment process and an action plan developed as a result of the assessment).

A.4.2 Anorganization can be at different maturity levels for the different elements. A review of the gaps
can help top management in planning and prioritizing the improvement and/or innovation activities
needed to move individual elements to a higher level.

The completion of a self-assessment should result in an action plan for improvement and/or innovation
that should be used as an input to top management for planning and review, based on the elements of
this document.

The informaltion gained from the self-assessment can also be used:

a) to stimulate comparisons and share learning throughout the organization (the comparisons cpn be
betweer) the organization’s processes and, where applicable, between its differentunits);

b) to bencmark with other organizations;
c) to monifor progress of the organization over time, by conducting periodics€lf-assessments.

Following the reviews, the organization should assign responsibilities for the chosen actions, estjmate
and providg the resources needed, and determine the expected benefits and any perceived [risks
associated with them.
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Table A.2 — Self-assessment of the detailed elements of 5.2

Subclause

Maturity level

Conclusion

Level

Itema

YES

Results/commentb

5.2
Relevant
interested
parties

The interested parties are determined, including
their needs and expectations and whether the
associated risks and opportunities are informal
or ad hoc.

Processestomeetthe needs of some interested

parties are established.

Ongoing relationships with interested parties are
established as informal or ad hoc.

Processes for determining which interested
parties are relevant are in place.

Processes for determining the relevance of inter-
ested parties include consideration of those that
are a risk to sustained success if their needs and
expectations are not met and those that can pro-
vide opportunities to enhance sustained suceess.

The needs and expectations of the relevant
interested parties are identified.

Processes to fulfil the needs and expectations of
the interested parties are established.

Processes for assessing the relevance of the needs
and expectations for relevantinterested parties
are in place and are used to‘determine which ones
need to be addressed.

The needs and expectations of key interested
parties are addressed and reviewed such that
improved performance, common understanding
of objectives'and values, and enhanced stabili-
ty have been realized in some of these ongoing
relatidnships.

Processes and relationships with relevant inter-
ested parties are fulfilled according to the relevant
needs and expectations determined. This has been
done as part of understanding the benefits, risks
and opportunities of ongoing relationships.

The needs and expectations of all relevant inter-
ested parties are addressed, analysed, evaluated
and reviewed, such that there is improved and

sustained performance, common understanding

of objectives and values, and enhanced stability,
including recognition of the benefits derived from
these ongoing relationships.

a Jtems outlined in levels 3 to 5 are intended to be a progression of thought that is based on the guidance
provided in the applicable subclause.

b This may include recognition of aspects where the organization is partially meeting a maturity level.
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Table A.3 — Self-assessment of the detailed elements of 5.3

External and
internal issues

external and internal issues are informal or
ad hoc.

Maturity level Conclusion
Subclause
Level Itema YES Results/commentb
5.3 1 Processes for determining and addressing

Processes for determining and addressing issues

areinplace
I

The risks and opportunities related to the issues
identified are determined as informal or ad hoc.

Processes to determine internal issues that can
affect the organization’s ability to achieve
sustained success are identified.

Processes to determine external issues that can
affect the organization’s ability to achieve
sustained success are identified.

External and internal issues are determined and
show consideration for factors such as statutory,
regulatory and sector specific requirements, glo<
balization, innovation, activities and associated
processes, strategy and levels of competencetand
organizational knowledge.

Risks and opportunities are determined,"and
show consideration for informationfrom the
organization’s past and its curreng situation.

Processes to address issues considered to be
risks to sustained success, or-opportunities to
enhance sustained succés$s;are established,
implemented and maintained.

Processes for the.ongoing monitoring, reviewing
and evaluation(ofjexternal and internal issues are
established, implemented and maintained, with
actions anising from this process acted on.

a Jtems outl
provided in 4

b This may i

ned in levels 3 to 5.are/intended to be a progression of thought that is based on the guidance
he applicable subclause.

Include recognition of aspects where the organization is partially meeting a maturity level.
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Table A.4 — Self-assessment of the detailed elements of 6.2

E)

vision, values
and culture

mission, vision, values and culture, are informal
or ad hoc.

A basicunderstanding of the organization’s
(=] (=]

Maturity level Conclusion
Subclause
Level Itema YES Results/commentb
6.2 1 Processes for determining the identity of the
Mission, organization, along with the establishment of

mission, vision and values exists.

An understanding of the current culture, and
whether there is a need to change it, is informal
or ad hoc.

Top management is involved in determining the
mission, vision and values, based on processes
that account for the definition and sustainment of
the context of the organization in relation to its
defined identity.

An understanding of the current culture, along
with a process for considering the need fora
change to that culture, is in place.

Changes to the organization’s identity‘are
communicated informally to perceited interested
parties.

The organization’s culture jsaligned with its
mission, vision and values.

A clearly defined understanding of the current
culture, along with a\process for considering the
need for a change\te-that culture, is implemented
and maintained:

The strategic\direction of the organization and its
policy are aligned with its mission, vision, values
and culture.

Changes to any of these identity elements are
communicated within the organization and to its
interested parties, as appropriate.

A process for reviewing these elements at planned
intervals by top management is well established
and maintained. This includes consideration of
external and internal issues as part of the verifi-
cation of alignment between the elements of the
identity of the organization, its context, its

strategic direction and its policy.

a Jtems outlined in levels 3 to 5 are intended to be a progression of thought that is based on the guidance
provided in the applicable subclause.

b This may include recognition of aspects where the organization is partially meeting a maturity level.
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Table A.5 — Self-assessment of the detailed elements of 7.1

Subclause

Maturity level

Conclusion

Level

Itema

YES

Results/commentb

71
Leadership
— General

Processes for defining, maintaining and communi-
cating the leadership’s vision, mission and values,
and for promoting an internal environment in
which people are engaged and committed to the
achievement of the organization’s objectives are

carried out in an informal or ad hoc manner.

Key processes, such as those related to establish-
ing the organization’s identity, a culture of trust,
integrity and teamwork, the necessary resources,
training and authority to act, ensuring
behavioural attributes are defined, and supporting
leadership development, are determined.

Only some interrelationships between leadership
and commitment, including the maintenance of a
competitive organizational structure, maintaining
unity of purpose and direction, and reinforcement
of values and expectations are determined.

Processes and the interactions of activities related
to the organization’s identity, cultural aspects,the
provision of resources, training, the authority to
act and behavioural factors are accounted-for.

A competitive organizational structure and unity
of purpose are established.

Values and expectations are established and
communicated.

Leadership developmerit is'defined.

Processes to maintain the culture and promote
accountability ape.acted on.

Maintenance of the organizational structure and
unity of purpose in relation to the context of the
organization, personally and/or regularly rein-
forcingvalues and expectations, are included in
progess determination.

Processes and their interactions are systematical-
ly determined in such a way that outputs and out-
comes are concise and create an internal environ-
ment in which people are engaged and committed
to the achievement of the organization’s objec-

tives, and I a way titat promotes UnderStanding
and supports the organization’s ability to achieve
sustained success.

All relevant factors and their interrelationships
are considered in process determination.

Processes and the interactions of leadership with
all levels of the organization are dynamically
determined and used to establish and sustain the
success of the organization.

a Jtems outlined in levels 3 to 5 are intended to be a progression of thought that is based on the guidance
provided in the applicable subclause.

b This may include recognition of aspects where the organization is partially meeting a maturity level.
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Table A.6 — Self-assessment of the detailed elements of 7.2

Subclause

Maturity level

Conclusion

Level

Itema

YES

Results/commentb

7.2

Piolicy and
strategy

Processes for determining the organization’s policy and
strategy are done in an informal or ad hoc manner.

The policy and strategy, and the basic strategy frame-
work, are determined.

Processes and the interactions related to the policy and
strategy are defined to address all applicable aspects

models and factors.

The organization’s identity, the context of the organiza-
tion and long-term perspective, a competitive profile and
consideration of competitive factors are determined.

The policy and strategy decisions are reviewed for contin-
uing suitability and changed as deemed necessary by top
management.

Processes and their interactions are systematically;
determined to ensure the policy and strategy provide a
comprehensive framework for process management, to
support deployment and facilitate changes/aswell as to
effectively account for applicable aspects.and factors.

The processes for maintaining a standardized or custom
model for a strategy framework and@he policy are de-
termined and address and aid in the mitigation of risks,
while taking advantage of oppartunities.

Processes and the relationships between the policy and
strategic direction are dynamically determined, with all
applicable aspects and factors accounted for, such that a
comprehensive franiework exists to support the estab-
lishment, mainténance and managing of processes.

The needs ofiallinterested parties are addressed and the
policy and-strategy are utilized to manage the business in
a comprehensive way.

a [te
prov

ms outlined in levels 3(t0)5 are intended to be a progression of thought that is based on the gyidance
ded in the applicablé-subclause.

b THis may include recognition of aspects where the organization is partially meeting a maturity |evel.
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Table A.7 — Self-assessment of the detailed elements of 7.3

Maturity level Conclusion
Subclause
Level Itema YES |Results/commentb
7.3 1 Processes for determining the organization’s objectives
Objectives are done in an informal or ad hoc manner.

Only the short-term objectives are defined.

2 Processes for determining the objectives are defined and
THE ODJECTIVES SITOW SOME IMETTeationsSip With poiicy
and strategy.

The objectives are quantifiable, where possible, but are
not clearly understood.

Processes and the interactions of short- and long-term ob-
jectives with the policy and strategy are defined, includ-
ing the ability to demonstrate leadership and commitment
outside the organization.

3 Processes for defining, maintaining and deploying the
objectives, including the relationship with the policy and
strategy, are in place and maintained, including the need
to establish clearly understood and quantifiable short-
and long-term objectives that also demonstrate leadership
and commitment outside the organization.

The short- and long-term objectives are defined, and the
relationship with the policy and strategy is evident.

4 Processes and the relationship betwéen the policy, strat-
egy and the demonstrated leadership and commitment
outside the organization are dynamically determined and
maintained.

5 Short- and long-term objéctives are quantifiable, clearly
understood, deployed and updated to maintain the rela-
tionship with the poliey and strategy, such that top man-
agement’s leaderShip and commitment are demonstrated
both internally.and outside the organization.

a Jtems outlined in levels 3 to 5 are\intended to be a progression of thought that is based on the guidance
provided in the applicable subclause.

b This may include recognition of aspects where the organization is partially meeting a maturity level.
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Table A.8 — Self-assessment of the detailed elements of 7.4

Subclause

Maturity level

Conclusion

Level

Itema

YES

Results/commentb

74
Communica-
tion

The processes for communicating the policy, strategy and
objectives are done in an informal or ad hoc manner.

The processes for determining the types and degree of
communication needed are defined

Communication processes are defined and facilitate
meaningful, timely and continual communication tailored
to the differing needs of recipients, as it relates to the
policy, strategy and relevant objectives.

The interrelationships of this communication are clear
with regard to the differing needs of recipients and how,
the policy, strategy and relevant objectives are used te-aid
in the sustained success of the organization.

A feedback mechanism is in place and incorporates
provisions to proactively address changes in thé
organization’s context.

The communication processes systematically facilitate
communication regarding the policy, strategy and objec-
tives to all relevant interested partiés; in support of the
organization’s sustained success,'while also accounting
for the need to deploy communication when change is
realized.

Communication methods show a direct relationship to the
context of the organization and the feedback mechanism
is well defined and éffectively deployed.

The processes for.communicating the policy, strategy and
objectives are dynamic, with the interrelationships of the
policy, strateégy and objectives being clearly conveyed to
all recipients, such that the differing needs of each are
accounted for.

a [tems outlined in levels-3to 5 are intended to be a progression of thought that is based on the gyidance
provided in the applicable'subclause.

b This may includ€xecognition of aspects where the organization is partially meeting a maturity |evel.
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Table A.9 — Self-assessment of the detailed elements of 8.1

Subclause

Maturity level

Conclusion

Level

Itema

YES |Results/commentb

8.1

Process
management
— General

Processes are managed in an informal or ad hoc manner.

Key processes, such as those relating to customer
satisfaction and operations related to product and
service, are managed.

Theeffectivenessof the processes 15 imdtviduatty
measured, and acted upon. Interactions between
processes are not well managed.

Processes and their interactions are managed as a
system. Interaction conflicts between processes are
identified and resolved in a systematic way.

Processes are delivering predictable results.

Process performance has reached that of average
organizations in the sector where the organization
operates.

Process management is integrated with the deployment
of the organization’s policies, strategy and objectives.

The effectiveness and efficiency of processes and their
interactions are systematically reviewed and,improved.

Process performance has exceeded that ofaverage
organizations in the sector where the;erganization
operates.

All relevant processes and theif interactions are pro-
actively managed, including outsourced processes, to
ensure that they are effec¢tive and efficient, in order
to achieve the organization’s policies, strategy and
objectives.

Processes and theirinteractions are adapted and
optimized to the,context of the organization.

Process pefformance has reached that of leading
organizations in the sector where the organization
operates.

a Jtems outl
provided in 4

ned in levels3to5 are intended to be a progression of thought that is based on the guidance

he applicable’subclause.

b This may ipclude «ecognition of aspects where the organization is partially meeting a maturity level.
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Table A.10 — Self-assessment of the detailed elements of 8.2

of processes 2

Maturity level Conclusion
Subclause
Level Itema YES |Results/commentb
8.2 1 Processes are determined in an informal or ad hoc
Determination manner.

Key processes, such as those relating to customer

satisfaction and operations related to product and
service are determined

Interactions between processes are not well determined.

Processes and their interactions are determined to ad-
dress not only operations related to product and service,
but also provision of resources and managerial activities
(e.g. planning, measuring, analysis, improvement).

The needs and expectations of identified interested
parties are used as inputs into process determination.

Processes and their interactions are systematically.
determined to ensure that their outputs continue to
meet the needs and expectations of customersand other
interested parties.

All interested parties are considered in process
determination.

Processes and their interactions are‘determined and
changed flexibly according to the organization’s policies,
strategy and objectives.

a Jte
prov

ms outlined in levels 3 to 5 are intended to be a progression of thought that is based on the gyidance
ded in the applicable subclause.

b THis may include recognition of aspects.where the organization is partially meeting a maturity |evel.
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Table A.11 — Self-assessment of the detailed elements of 8.3

Maturity level Conclusion
Subclause
Level Itema YES |Results/commentb
8.3 1 Process responsibilities are defined in an informal or
Process ad hoc manner.
responsibility A process owner is appointed for each process
and authority P pp p '

The competences reguired for the neaple associated
I 1 r I

with the individual processes are not defined.

For each process, a process owner is appointed, who
has defined responsibilities and authorities to establish,
maintain, control and improve the process.

A policy to avoid and resolve potential disputes in
managing processes exists.

The competences required for process owners are
defined.

A process owner is appointed for each process, with
sufficient responsibility, authority and competence to
establish, maintain, control and improve the process and
its interaction with other processes.

The competences required for the people associated
with individual processes are well definedaand
continually improved.

Responsibilities, authorities and role§of process owners
are recognized throughout the orgahization.

Responsibilities and authorities'for interactions
between processes are welldefined.

The people associated with individual processes have suf-
ficient competences for the tasks and activities involved.

a Jtems outl
provided in 4

b This may i

ned in levels 3 to 5 are intended to be a progression of thought that is based on the guidance
he applicable subclause.

Include recognition of aspects where the organization is partially meeting a maturity level.
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Table A.12 — Self-assessment of the detailed elements of 8.4 (alignment/linkage)

Subclause

Maturity level

Conclusion

Level

Itema

YES

Results/commentb

8.4
Managing
processes
(managing
alignment/

1

Processes are aligned and linked in an informal or
ad hoc manner.

Alignment/linkage between processes is discussed but

major concerns of managers are on individual processes.

linkalge
betwgeen the
procg¢sses)

T e TIeTWOTR Of ProCesses, eI SEqUENTE and tter-
actions are visualized in a graphic to understand the
roles of each process in the system and its effects on the
performance of the system.

Processes and their interactions are managed as a
system to enhance alignment/linkage between the
processes.

Criteria for the outputs of processes are determined.
The capability and performance of processes are
evaluated and improved.

The risks and opportunities associated with processes
are assessed and necessary actions are impleménted to
prevent, detect or mitigate undesired events.

Processes and their interactions are reyiewed on a reg-
ular basis and suitable actions are taken for their
improvement to support sustained and effective
processes.

The capability and performance of processes are
sufficient to effectively and’efficiently achieve the
performance expected\by the system.

Cross-functional t€amis or committees under top
management’s leadership facilitate their review and
improvement of the processes.

a [tems outlined in levels 3 to 5-are intended to be a progression of thought that is based on the gyidance
provided in the applicable subclause.

b This may include recoghition of aspects where the organization is partially meeting a maturity |evel.
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Table A.13 — Self-assessment of the detailed elements of 8.4 (attaining a higher level of

performance)
Subcl Maturity level Conclusion
ubclause
Level Itema YES | Results/commentb
8.4 1 Processes and their interactions are improved in an
Managing informal or ad hoc manner.
processes 2 Improvement of processes and their interactions are
(attaining looselyrelated-with-the-organization’spelicies strategy
a higher and objectives.
level of — - -
performance) |3 Processes and their interactions are improved based on

the organization’s policies, strategy and objectives.

The achievement of the objectives for improvement of
processes and their interactions are reviewed on a
regular basis.

4 Processes and their interactions are systematically
improved to achieve the organization’s policies, strategy
and objectives.

The action plans for attaining the objectives are
determined, taking into account the resources needed
and their availability.

People are motivated to engage in the improvement
activities and propose opportunities for improvement
in the processes for which they are in chargé.

5 Improvement of processes and their interaction are
dynamically managed through the organization’s
policies, strategy and objectives.

The need to develop or acquirénew technologies, or
develop new products and services or their features, for
added value, are considered.

The achievement of-the objectives for improvement,

the progress of the-action plans, and the effects on the
related organization’s policies, strategy and objectives
are reviewed'on a regular basis, and necessary corrective
actions are.taken.

a Jtems outljned in levels 3 to 5are intended to be a progression of thought that is based on the guidance
provided in the applicable‘stibclause.

b This may include recognition of aspects where the organization is partially meeting a maturity level.
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Table A.14 — Self-assessment of the detailed elements of 8.4 (maintaining the level)

Maturity level Conclusion
Subclause
Level Itema YES |Results/commentb
8.4 1 Processes and their interactions are operated in an
Managing informal or ad hoc manner.
proc_essgs_ Procedures are determined for relevant processes but
(maintaining not well followed.
the level
attaified) Deviations are o CONCEr Of ProCess OWTIETS.

Procedures are determined for each process, including
the criteria for its outputs and operational conditions.

Consideration is given to education and training.

Managers take necessary corrective actions when the
procedures are not followed.

Resources necessary for people to follow the procedutes
are made available.

Processes are monitored on a regular basis to detect
deviations.

Procedures ensure conformance of the outputs to the
criteria.

People have sufficient knowledge and,skills to follow the
procedures and understand the imipacts of not following
the procedures.

Consideration is given to metivation and human error
prevention.

Check points and related performance indicators are
determined to detéctdeviations (which are mainly
caused by changes)in people, equipment, methods,
material, measurement and environment for operation
of processés)and to take appropriate actions when
necessary.

A system for determining the knowledge and skills need-
edfor’each process, evaluating the knowledge and skills
ofithe process operators, and providing qualifications
for operating the process is established.

People are engaged in the development or revision of the
procedures.

Risks and opportunities in the procedures are identified,
assessed and reduced by improving the procedures.

Changes in processes are clarified and shared to prevent

deviations.

a [tems outlined in levels 3 to 5 are intended to be a progression of thought that is based on the guidance
provided in the applicable subclause.

b This may include recognition of aspects where the organization is partially meeting a maturity level.
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Table A.15 — Self-assessment of the detailed elements of 9.1

Maturity level

Conclusion

Subclause
Level

Itema

YES |Results/commentb

9.1 1
Resource
management
— General

Processes to manage the resources to support the
operation in an organization are performed in an
informal and ad hoc manner.

Some of the resource management processes to
support the achievement of objectives are determined.

Support for the effective and efficient use of resources
isdefined in a limited manner

A basic approach for considering risks and opportu-
nities, including the effects of not having sufficient
resources in a timely manner, is in place.

Key processes to determine and manage the
resources needed for the achievement of its
objectives are determined.

The efficient and effective uses of resources are not
well defined.

Resource management processes and the interactions
for getting and assigning resources, aligned with the
organizational objectives, are present.

Some processes include an approach for effectively and
efficiently applying resources.

Resource management processes and thé.interactions
for getting and assigning resources, aligned with the
organizational objectives, are

systematically implemented.

Controls to support the effective and efficient use of
resources in all processes ate established.

The accessibility of externally provided resources is
confirmed by the organization.

External providers.are encouraged by the organization
to implementdimprovements on the efficient and
effective use of resources.

A strategic planning process for getting and assigning
resources is in place and is aligned with the organiza-
tiohal objectives in order to achieve effective and effi-
ciént performance in support of the sustained success.

The use of externally provided resources shows
continual improvement.

There are joint initiatives with external providers to
evaluate and incorporate improvements and promote

innovations on the use of resources.

a Jtems outlined in levels 3 to 5 are intended to be a progression of thought that is based on the guidance
provided in the applicable subclause.

b This may include recognition of aspects where the organization is partially meeting a maturity level.
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Table A.16 — Self-assessment of the detailed elements of 9.2

Subclause

Maturity level

Conclusion

Level

Itema

YES

Results/commentb

9.2
People

Competent, engaged, empowered and motivated
people are considered to be a resource in an informal
or ad hoc manner.

Competence development is provided in an informal or
ad hocmanner

Processes to attract competent, engaged, empowered
and motivated people are implemented.

Processes for determining, developing, evaluating and
improving resources are evident in some cases.

Some competence reviews have been implemented.

A planned, transparent, ethical and socially
responsible approach is applied at all levels
throughout the organization.

Reviews and evaluations of the effectiveness©f actions
taken ensure the personal competences (inhoth the
short and long term) are in accordance with the
mission, vision and objectives.

Information, knowledge and experience are shared to
provide personal growth.

Learning, knowledge transferiand teamwork within
the organization are evident:

Competence developmént is provided to develop sKkills
for creativity and improvement.

People are awareof their personal competences and
where they canbest contribute to the organization’s
improvemeént.

Career planning is well developed.

The.results achieved for competent, engaged,
empowered and motivated people are shared and
compare well with other organizations.

People across the organization
participate in the development of new processes.

Best practices are recognized.

acractce vaba
a4

a Items outlined in levels 3 to 5 are intended to be a progression of thought that is based on the gyidance
providedin‘the applicable subclause.

b T His-FRav-rchrderecesnitiono
ISHayHerhaerecoghitionora

ratha organigation 1o ot iall o anbin g o o ok ity e el
Speetswieretne- of gaitZat oS patreany-eethgaiatatity vel.
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Table A.17 — Self-assessment of the detailed elements of 9.3

Maturity level Conclusion
Subclause
Level Itema YES |Results/commentb
9.3 1 Processes to capture the current baseline of
Organizational organizational knowledge are informal or ad hoc.
knowledge

Processes to develop organizational knowledge are
informaloradhoc

Some processes for maintaining and protecting
documented organizational knowledge are in place.

Activities to determine whether explicit or tacit knowl-
edge exists are in place and some are documented.

Processes for identifying important information and
ensuring the effective distribution of such information
throughout the life cycle(s) of relevant products and/or
services exist.

Processes exist for gathering and analysing
competitive data.

Processes to evaluate staff understanding of relevant
organizational knowledge are present.

Methods for process owners to evaluate the
competencies of utilizing processes exist.

Methods for determining and communicating the roles
of process owners in managing staffare present.

There are processes for gathering and analysing data
from interested parties.

a [tems outl
provided in 4

b This may i

ned in levels 3 to 5 are intended to be.aprogression of thought that is based on the guidance
he applicable subclause.

Include recognition of aspects where the organization is partially meeting a maturity level.
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Table A.18 — Self-assessment of the detailed elements of 9.4

Subclause

Maturity level

Conclusion

Level

Itema

YES

Results/commentb

9.4
Technology

Advances in current technology are done in an informal
or ad hoc manner.

Some of the processes for identifying the latest inno-

vations and technological developments exist within
the organization orthe sectorstowhich it directlv or

indirectly relates.

Processes for evaluating the benefits, risks and oppor-
tunities for the identified innovations and emergent
technologies are in place and support the suitability of
product and/or service strategies.

Processes for estimating the cost/benefits for adopting
suitable innovations and/or emergent technologies are
in place.

Processes for evaluating the marketability of selected
innovations and/or emerging technologies are‘in place.

The organizational knowledge and resouree capability
needed to adapt to the innovations and /er technological
changes or advancements are in place

Processes for evaluating the risks@nd opportunities for
adopting the selected innovations‘and/or technological
changes or advancements are;in place.

Processes for considering the needs of interested parties
and offering a suite of innovations as solutions to meet
customer expectationsare in place.

The organizatiofi takes measures to keep informed of
new technologies’and methodologies and their possible
benefits.

The impact of new technologies and new practices is
monitored and evaluated regularly, taking into account
internal and external effects, including interested
parties and the environment.

a Jtems outlined in levels 3 to 5 are intended to be a progression of thought that is based on the giidance
provided in the applieable subclause.

b THis may in€lude recognition of aspects where the organization is partially meeting a maturity |evel.
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Table A.19 — Self-assessment of the detailed elements of 9.5

Subclause

Maturity level

Conclusion

Level

Itema

YES |Results/commentb

9.5

and work

Infrastructure

environment

Infrastructure and work environment needs are
addressed in an informal or ad hoc manner.

Some processes for addressing infrastructure and work
environment needs are in place.

PTOCESSES At addTess appiicabie TSRS ana
opportunities and that implement activities for the
determination, allocation, provision, measurement or
monitoring, improvement, maintenance and

protection of the infrastructure and work environment
are in place.

Processes implementing advanced techniques to
improve performance and ensure the maximum
efficiency in the use of infrastructure and work
environment resources are in place.

These processes operate in a proactive manner and
contribute to the achievement of the organization’s
objectives, including the fulfilment of statutory and
regulatory requirements.

The way in which infrastructure and the work
environment are managed becomes a key‘Contributor in
the achievement of desired results.

a Jtems outl
provided in t

b This may i

ned in levels 3 to 5 are intended to be a progression of thought that is based on the guidance
he applicable subclause.

Include recognition of aspects where the'organization is partially meeting a maturity level.
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Table A.20 — Self-assessment of the detailed elements of 9.6

organization sees no value in developing relationships.

Maturity level Conclusion
Subclause
Level Itema YES | Results/commentb
9.6 The concept of partnership with external providers is
Externally informal or ad hoc.
provided External providers are seen as transient and the
resources

There s a timited understanding Tegaraing the vatue
having regular external providers that will deliver a
consistent supply.

There is a good working relationship between the two
organizations, with regular communications about
issues relating to the product or service provided
taking place.

Top management is committed to developing a close rela-
tionship with external providers, with action to

develop this at the level of middle management, where
close co-operation is carried out.

Some project coordination is carried out as itirelates to
specific product realization processes.

Both organizations fully appreciate the value of the
relationship.

There is close interaction between top management staff
in the two organizations.

There is sharing of some relevant sensitive commercial
information.

Both organizations-engage in business development
projects of commanjinterest.

a Jtems outlined in levels 3 to 5 are inteénded to be a progression of thought that is based on the giidance
provided in the applicable subclause.

b THis may include recognition.of aspects where the organization is partially meeting a maturity |evel.
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Table A.21 — Self-assessment of the detailed elements of 9.7

Maturity level Conclusion
Subclause
Level Itema YES | Results/commentb
9.7 There is no managing of natural resources.
Natural The organization uses natural resources as required by
resources

their processes without considering the potential impacts
on their products and services in the future.

T e orgamtzation IMplements SoMe good practices i its
current application and use of natural resources.

The managing of natural resources is aligned within

the organization’s management system strategy. There

is some evidence of improving the actual use of, and
minimization of the potential impact of the use of, natural
resources.

4 The organization recognizes its responsibility to society
for managing natural resources.
The organization has implemented some best practices in
its current application of natural resources.

5 The organization recognizes its responsibility to society

for managing natural resources related to the life‘cycle of
products and services.

The managing of natural resources is widespread in all
the areas of the organization.

The organization addresses both curgent and future use
of natural resources required by its processes.

The organization is aware of new trends and technologies
for the efficient use of naturalr¥esources, and in relation
to the needs and expectations of interested parties.

a Jtems outl

b This may i

ned in levels 3 to 5 are intended\to'be a progression of thought that is based on the guidance
provided in the applicable subclause.

Include recognition of aspects where the organization is partially meeting a maturity level.
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