INTERNATIONAL
STANDARD

ISO
9004

Third edition
2009-11-01

Managing for the sustained success of an

organization — A quality. manager
approach

Gestion des performances durables d'un organisme — Ap
management par la qualité

nent

broche de

——— Reference number
= — ISO 9004:2009(E)

© SO 2009


https://standardsiso.com/api/?name=40617be259441945e6263c4b7ecbc737

ISO 9004:2009(E)

PDF disclaimer

This PDF file may contain embedded typefaces. In accordance with Adobe's licensing policy, this file may be printed or viewed but
shall not be edited unless the typefaces which are embedded are licensed to and installed on the computer performing the editing. In
downloading this file, parties accept therein the responsibility of not infringing Adobe's licensing policy. The ISO Central Secretariat
accepts no liability in this area.

Adobe is a trademark of Adobe Systems Incorporated.

Details of the software products used to create this PDF file can be found in the General Info relative to the file; the PDF-creation
parameters were optimized for printing. Every care has been taken to ensure that the file is suitable for use by ISO member bodies. In
the unlikely event that a problem relating to it is found, please inform the Central Secretariat at the address given below.

COPYRIGHT PROTECTED DOCUMENT

© 1S0 2009

All rights reserved. Unless otherwise specified, no part of this publication may be reproduced or utilized in any form or by any means,
electronic or mechanical, including photocopying and microfilm, without permission in writing from either ISO at the address below or
ISO's member body in the country of the requester.

ISO copyright office

Case postale 56 ¢ CH-1211 Geneva 20

Tel. +412274901 11

Fax + 4122749 09 47

E-mail copyright@iso.org

Web www.iso.org
Published in Switzerland

ii © ISO 2009 — All rights reserved


https://standardsiso.com/api/?name=40617be259441945e6263c4b7ecbc737

ISO 9004:2009(E)

Contents Page
0T =3, o o iv
011 o T [T o2 4 o) o \'
1 8T oo o - S 1
2 NOrmative referenCes........ccciriiceir i n s s n s s (e e s 1
3 Terms and definitions ... s e e e 1
4 Managing for the sustained success of an organization ...........cccccccemrrrreeeee Bictrennnnnsseeecenennnennenns 1
4.1 (7= 1= - | = S SO D 1
4.2 ST T3 = 11 =T o BT o o =T S . N S 2
4.3 The organization's environment .............ccoooiiiiiiiccissrnnncceeees e e, 2
44 Interested parties, needs and expectations .............cccceiormrii AT 3
5 Strategy and PoliCy ... b ——— 3
5.1 (€T 3 1= - | SRS SRR 3
5.2 Strategy and policy formulation ..........ccccciiiinii e €O S ——— 3
5.3 Strategy and policy deployment...........cccoiiminniidu b ——— 4
5.4 Strategy and policy communication...........ccccoiireec koo 5
6 ReSoUrce Management ..........ooceeeeeeemmmmmmmnmnnnnnnnn i nnnsnssssssssssssssssssssssssssssssssssssssssssssssssssshasssssssssssssssnns 5
6.1 (7= 1= - | O DO 5
6.2 Financial reSOUNCeS.......ccociiiiiiiiiiiirr e B s sss s sssser s s ss s fans s s s s sannes 6
6.3 People in the organization.............cccccccie et s 6
6.4 Suppliers and PartNers ...........ccccccevielodmmmmiini s ccsssrrr e rrs s sssse e s e s ss s ssssmsre e e esssssssssmnnnesahesssannneseessannnn 7
6.5 7= T 4 o U] ) N 8
6.6 Work environment ... eS8 iiiii it sessse s ss s e sse s s e e e e e e e s s s s s s s s s s s s nsnsnnnsnnnsnsnnnsnssnanshurenennnnnnnnnnnnns 9
6.7 Knowledge, information and technology..........cccccvvmiiniiinnnin b, 9
6.8 NaAtUral reSOUICES .........cceeticmninnnnnnnnnnnnnnnnnnnnnnnsnssnssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssshussssssnnsnsnnnns 10
7 Process management ... 0 .. b 1
71 L€ 7Y 3 = - | SRS PR 1
7.2 Process planning and control............cccoiiiiiiiiiii e, 1
7.3 Process responsibility and authority ... 12
8 Monitoring, tneasurement, analysis and review ............cccccccemmriiniciiierinn e frssssesee s 12
8.1 (7= 1= - T e S 12
8.2 1 L T T3 o T o ) N 12
8.3 = o BT (=TT 4 I S, 13
8.4 N 2T 1] =N P 16
8.5 Review of information from monitoring, measurement and analysis............ccccenriensbiniinnniniinen, 16
9 Improvement, innovation and [€arning ... 17
9.1 [T 3 = - | PR 17
9.2 00T 0T oY= 4 1T 0 17
9.3 INNOVALION ... s snsnsnsnsnssnnnnsnnnnnnn 18
9.4 IR0 1 0 1 R 19
Annex A (informative) Self-assesSSMeNt t0O0N..........cccriiiieiiiiririr i 20
Annex B (informative) Quality management prinCiples .........ccco oo 38
Annex C (informative) Correspondence between ISO 9004:2009 and ISO 9001:2008 ..........ccccccerrrircccnnnee 43
] o] Lo T T T o 7/ 45
© IS0 2009 — Al rights reserved iii


https://standardsiso.com/api/?name=40617be259441945e6263c4b7ecbc737

ISO 9004:2009(E)

Foreword

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

International $tandards are drafted in accordance with the rules given in the ISO/IEC Directives, Part 2.

The main tagk of technical committees is to prepare International Standards. Draft Interpational Staridards
adopted by the technical committees are circulated to the member bodies for voting)yPublication gs an
International $tandard requires approval by at least 75 % of the member bodies casting 3 vote.

Attention is dfawn to the possibility that some of the elements of this document may be the subject of patent
rights. 1ISO shgll not be held responsible for identifying any or all such patent rights.

ISO 9004 wa$ prepared by Technical Committee ISO/TC 176, Quality_management and quality assufrance,
Subcommitte¢ SC 2, Quality systems.

This third edjtion cancels and replaces the second edition (1S©°9004:2000), which has been techpically
revised.

Managing for|the sustained success of an organization isia major change in focus for ISO 9004, leading to
substantial changes to its structure and contents.

iv © 1SO 2009 — Al rights reserved
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Introduction

ISO 9004:2009(E)

This International Standard provides guidance to support the achievement of sustained success for any
organization in a complex, demanding, and ever-changing environment, by a quality management approach.

The sustained success of an organization is achieved by its ability to meet the needs and expectations of its
customers and other interested parties, over the long term and in a balanced way. Sustained success can be

achieyed by the effective management of the organization, through awareness of the_prganization's
envirgnment, by learning, and by the appropriate application of either improvements, or innoyatigns, or both.
This Ipternational Standard promotes self-assessment as an important tool for the review |of the|maturity level
of thg organization, covering its leadership, strategy, management system, resourcés and processes, to
identifly areas of strength and weakness and opportunities for either improvements, ol innovationg, or both.
This Ipternational Standard provides a wider focus on quality management than ISO 9001; it addresses the
needq and expectations of all relevant interested parties and provides ‘guidance for the systematic and
continual improvement of the organization's overall performance. An extended model of a grocess-based
quality management system incorporating the elements of ISO 9001 and ISO 9004 is given in Figure 1.
Orghnization's Continual |mprover_nent of the quallty managéement system Ofganization's
. leading to sustained success :
Enyironment Bnvironment
1SO 9004
— Clau§e4 —
Inferested Managjrg for Interested
Dot the(sustained A
arties sds of an Parties
organization
1SO 9004 1ISO 9004
Clause 9
Needs & Clause 5
otpectations [T°°°"9 Strategy and 1SO 9001 Improvement,
policy Clause 5 |nnovat|qn
Management and learning
responsibility
1ISO 9004
lggfs(;og 1SO 9001 ISO 9001 Clause 8 Clalusel 8
ResourGe rre 1909001 | "aerener g ¢ [l B satstacton
”}z‘ztasn%rgjyt management improvement analy;is and
7 ~ review —
Cystomers ICustomers
1 1SO 9001
N Clause 7 |
Needs & Product
gt > \:;MJ Il
A)
) ISO-9004
~————o
1SO 9004
Clause 7
Process D EEE—
management

Foundation: Quality management principles (ISO 9000)

Key
cccee & Information flow
—r- Value-adding activities

Figure 1 — Extended model of a process-based quality management system
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This International Standard has been developed to maintain consistency with ISO 9001 and be compatible
with other management system standards. Such standards complement each other, but can also be used
independently.

Annex A provides a tool for organizations to self-assess their own strengths and weaknesses, to determine
their level of maturity, and to identify opportunities for improvement and innovation.

Annex B provides a description of the quality management principles that are the basis of the quality
management standards prepared by ISO/TC 176.

Annex C gives a clause by clause correspondence between ISO 9001:2008 and this International Standard.
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INTERNATIONAL STANDARD ISO9

004:2009(E)

Managing for the sustained success of an organization —
A quality management approach

1

This

succeps by a quality management approach. It is applicable to any organization, regardless of
activitly.

This

2

The

edition cited applies. For undated references, the latest edition® of the referenced document
amenfiments) applies.

ISO

3

For the purposes of this document, the termis and definitions given in ISO 9000 and the following

3.1

sustajned success
(organization) result of the ability’of an organization to achieve and maintain its objectives in the

3.2

organization's environment
combination of internal and external factors and conditions that can affect the achiev
organ|zation's objectives and its behaviour towards its interested parties

4

4.1

Scope

nternational Standard provides guidance to organizations to support the achievement

International Standard is not intended for certification, regulatory or contracCtual use.

Normative references

fellowing referenced documents relate to the application of.this document. For dated refere

9p00, Quality management systems — Fundamentals and vocabulary

Tlerms and definitions

of sustained
5ize, type and

hces, only the
including any

apply.

ong term

ement of an

I\1|anaging for the sustained success of an organization

General

To achieve sustained success, top management should adopt a quality management approach. The
organization's quality management system should be based on the principles described in Annex B. These
principles describe concepts that are the foundation of an effective quality management system. To achieve
sustained success, top management should apply these principles to the organization's quality management
system.

The

organization should develop the organization's quality management system to ensure

the efficient use of resources,

© 1SO 2009 — All rights reserved
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— decision making based on factual evidence, and

— focus on customer satisfaction, as well as on the needs and expectations of other relevant interested
parties.

NOTE In this International Standard, the term “top management” refers to the highest level of decision making
authority in an organization and the term “the organization” covers all people in an organization. This is consistent with the
definitions of these terms given in ISO 9000.

4.2 Sustained success

{oR-car—achieve—sustained-sueee by—const —reeting—the-need } of its
ies, in a balanced way, over the long term.

interested pa

An organization's environment is ever-changing and uncertain, and to achieve sustained success its top
management|should

— have a lohg-term planning perspective,
— constantly monitor and regularly analyse the organization's environment,

— identify 4l its relevant interested parties, assess their individual potential impacts on the organization's
performahce, as well as determining how to meet their needs and expéctations in a balanced way,

— continually engage interested parties and keep them informed of ‘the organization's activities and plgns,
— establish|mutually beneficial relationships with suppliers, partners and other interested parties,

— make use of a wide variety of approaches, including ‘negotiation and mediation, to balance the| often
competing needs and expectations of interested parties,

— identify gssociated short and long-term risks:-and deploy an overall strategy for the organization to
mitigate them,

— anticipate future resource needs (inctuding the competences required of its people),

— establish|processes appropriaté to achieving the organization's strategy, ensuring that they are capable
of respor]ding quickly to changing circumstances,

— regularly|assess compliance with current plans and procedures, and take appropriate corrective and
preventive actions,

— ensure that people’ in the organization have opportunities for learning for their own benefit, as well|as for
maintainipg thetvitality of the organization, and

— establish and maintain processes for innovation and continual improvement.

4.3 The organization's environment

An organization's environment will be undergoing change continually, regardless of its size (large or small), its
activities and products, or its type (for profit or not-for-profit); consequently this should be monitored constantly
by the organization. Such monitoring should enable the organization to identify, assess and manage the risks
related to interested parties, and their changing needs and expectations.

Top management should make decisions for organizational change and innovation in a timely manner in order
to maintain and improve the organization's performance.

NOTE For more information on risk management, see 1SO 31000.

2 © 1SO 2009 — All rights reserved
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4.4 Interested parties, needs and expectations

Interested parties are individuals and other entities that add value to the organization, or are otherwise
interested in, or affected by, the activities of the organization. Meeting the needs and expectations of
interested parties contributes to the achievement of sustained success by the organization.

In addition, the needs and expectations of individual interested parties are different, can be in conflict with
those of other interested parties, or can change very quickly. The means by which the needs and expectations
of interested parties are expressed and met can take a wide variety of forms, including collaboration,
cooperation, negotiation, outsourcing, or by terminating an activity.

I'able T — Examples of Iinterested parties and their needs and expectations

Intergsted party Needs and expectations
Customers Quality, price and delivery performance of products
Owners/shareholders Sustained profitability
Transparency
People in the organization Good work environment

Job security
Recognition and reward

Suppllers and partners Mutual benefits and continuity:

Society Environmental protection
Ethical behaviour
Compliance with statutory and regulatory requirements

NOTE Although most organizations use similar descriptions for their interested parties (elg. customers,
ownerg/shareholders, suppliers and partners, peeple in the organization), the composition of those categories can differ
signifigantly over time and between organizations,.industries, nations and cultures.

5 Strategy and policy

5.1 |General

To achieve sustained-suecess, top management should establish and maintain a mission, a visipn and values
for the organization.“These should be clearly understood, accepted and supported by people in the
organ|zation and,\as appropriate, by other interested parties.

NOTE In,this International Standard, a “mission” is a description of why the organization exists,|and a “vision”
descritres its desired state, i.e. what the organization wants to be and how it wants to be seen by its interes{ed parties.

5.2 Strategy and policy formulation

Top management should set out the organization's strategy and policies clearly, in order to get the mission,
vision and values accepted and supported by its interested parties. The organization's environment should be
regularly monitored to determine if there is a need to review and (when appropriate) revise the strategy and
policies. In order to establish, adopt and sustain an effective strategy and policy, the organization should have
processes to

— continually monitor and regularly analyse the organization's environment, including its customers' needs
and expectations, the competitive situation, new technologies, political changes, economic forecasts, or
sociological factors,

— identify and determine the needs and expectations of other interested parties,

© 1SO 2009 — All rights reserved 3
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assess its current process capabilities and resources,
identify future resource and technology needs,
update its strategy and policies, and

identify the outputs necessary to meet the needs and expectations of the interested parties.

These processes should be established in a timely manner, with any necessary plans and resources being
provided to support them.

The formulatier—e

regulatory de
should exist f

NOTE
of time.

A“

5.3 Strategy and policy deployment

5.3.1 Gener

To implemen
processes an

translate
approprig

establish

evaluate

ts. A

mands, its products, its strengths, weaknesses, opportunities, and threa
br the formulation and review of the organization's strategy.

A

defined-p

Strategy” means a logically structured plan or method for achieving objectives, especially-over a long|period

al

a strategy and policies for sustained success, the organization should establish and maintain
H practices that

its strategy and policies into measurable objectives.for’all relevant levels of the organizati
te,

on, as

timelines for each objective and assign responsibility and authority for achieving the objectjve,

strategic risks and define adequate counter measures,

provide

execute

5.3.2 Processes and practices

In order to en
activities for

anticipati
parties,

tle resources required to deploy needed activities, and

e activities needed to achieve these objectives.

sure that its preCesses and practices are effective and efficient, the organization should pgrform

hg any.potential conflicts arising from the different needs and expectations of its intefested

assessin

Potatal
=

ms in

the past,

keeping i
plans, an

monitorin

providing

undarstandina the oraanization's current narformance-and-tha root-causes-of nrobl
RGeS G g He-0rgaHAaHoR-S—GuHeRtpeHoH RaRceaREHeTo00t+-6adSES—OHPHoniE

!
J
in order to avoid their recurrence,

nterested parties informed, gaining their commitment, keeping them aware of progress against
d obtaining feedback and ideas for improvement from them,

reviewing the management system and its processes, and updating them as necessary,

g, measuring, analysing, reviewing and reporting,

any required resources, including those for improvement, innovation and learning,
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— the development, updating and accomplishment of its objectives, including defining timeframes for their
achievement, and

— ensuring that the results are consistent with the strategy.

5.3.3

Deployment

To deploy its strategy and policies, the organization should identify the relationships between its processes. A

descri

ption of the sequence and interaction of the processes can assist review activities by

— showing the relationship between organizational structures, systems and processes,

id

|
(ol o]

5.4

The ¢
organ

Such
feedb
organ

The ¢

tailoreg
to ped

6 R

6.1

The o
the or|
mana

To en
are us

entifying potential problems in the interactions between processes,
roviding a means for prioritizing improvement and other change initiatives, and

roviding a framework for setting, aligning and deploying objectives toDall relevant
ganization.

Strategy and policy communication

ffective communication of the strategy and policies is essential to the sustained sy
zation.

communication should be meaningful, timely and eontinual. Communication should &
hck mechanism, a review cycle and should incorporate provisions to proactively address g
zation's environment.

rganization's communication process should' operate both vertically and horizontally a

d to the differing needs of its recipients. For example, the same information can be conve
ple within the organization than to customers or other interested parties.

esource management

General
rganization should-identify the internal and external resources that are needed for the a

janization's ohjectives in the short and long term. The organization's policies and method
jement should be consistent with its strategy.

ed effectively and efficiently, it is necessary to have processes in place to provide, allo

evaluerte, optimize, maintain and protect those resources.

levels of the

ccess of the

S0 include a
hanges in the

nd should be
yed differently

thievement of
5 for resource

sure that>resources (such as equipment, facilities, materials, energy, knowledge, finance and people)

cate, monitor,

To ensure the availability of the resources for future activities, the organization should identify and assess the
risks of potential scarcity, and continually monitor current use of resources to find opportunities for
improvement of their use. In parallel, research for new resources, optimized processes and new technologies
should take place.

The organization should periodically review the availability and suitability of the identified resources, including
outsourced resources, and take action as necessary. The results of these reviews should also be used as

inputs

into the organization's reviews of its strategy, objectives and plans.
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6.2 Financial resources

Top management should determine the organization's financial needs and establish the necessary financial
resources for current and future operations. Financial resources can take many different forms such as cash,
securities, loans or other financial instruments.

The organization should establish and maintain processes for monitoring, controlling and reporting the

effective alloc

ation and efficient usage of financial resources related to the organization's objectives.

Reporting of such matters can also provide means for determining ineffective or inefficient activities, and
initiating suitable improvement actions. Financial reporting of activities related to the performance of the

management

quham and Inmriurt r‘nnfnrmi’ry should be used in mnnngnmnnf reviews

Improving the
results of the

internally

— externally
liabilities

NOTE 1S(

from the applicgtion of the ISO 9000 quality management principles.

6.3 People in the organization

6.3.1 Mana
People are a
value for inte
vision, shared
organization's

As people ar
encourages f
performed thr
ensure that th
The organizat

translate
plans for

identify ¢

effectiveness and efficiency of the management system can positively influence thefin
brganization in many ways. Examples include

by reducing process and product failures and eliminating the waste of materials or time, a

, by reducing product failures, costs of compensation under guarantees.and warranties, p
and other legal exposure, costs of lost customers and markets.

10014 provides examples of how an organization can identify and obtéin financial and economic b

jement of people

significant resource of an organization and their full involvement enhances their ability to
rested parties. Top management should,, through its leadership, create and maintain a §
values and an internal environment in.which people can become fully involved in achievi
objectives.

e a most valuable and criticalwresource, it is necessary to ensure that their work enviro

pugh a planned, transparent;“ethical and socially responsible approach. The organization 5
e people understand the, importance of their contribution and roles.

ion should establisSh*processes that empower people to

the organization's strategic and process objectives into individual job objectives, and to est
their achievement,

bnstraints to their performance,

ancial

nd

roduct

enefits

Create
hared
ng the

nment

ersonal growth, learning, knowledge transfer and teamwork. People management should be

should

ablish

take own

actively s

ersnip and responsibllity 10 solve problems,

assess personal performance against individual job objectives,

eek opportunities to enhance their competence and experience,

promote teamwork and encourage synergy between people, and

share information, knowledge and experience within the organization.
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6.3.2 Competence of people

In order to ensure that it has the necessary competences, the organization should establish and maintain a
“people development plan” and associated processes; these should assist the organization in identifying,
developing and improving the competence of its people through the following steps

— identifying the professional and personal competences the organization could need in the short and long
term, in accordance with its mission, vision, strategy, policies, and objectives,

— identifying the competences currently available in the organization and the gaps between what is
available and what is currently needed and could be needed in the future,

implementing actions to improve and/or acquire competences to close the gaps,

— reviewing and evaluating the effectiveness of actions taken to ensure that the necessary|competences
have been acquired, and

|
3

aintaining competences that have been acquired.

NOTE See ISO 10015 for further guidance on competence and training.

6.3.3 | Involvement and motivation of people
The prganization should motivate people to understand <the significance and importance of their
responsibilities and activities in relation to the creation and provision of value for the customgrs and other
interegted parties.

To enphance the involvement and motivation of its pegple, the organization should consider activifies such as

— dpveloping a process to share knowledge and use the competence of people, e.g. a schemeg for collecting
ideas for improvement,

iMtroducing an appropriate recognitien and reward system, that is based on individual evaluations of the
ccomplishments of the people,

Q

|
@

stablishing a skills qualifiéation system and career planning, to promote personal development,

|
(@]

bntinually reviewing. the level of satisfaction and needs and expectations of people, and

— providing oppartunities for mentoring and coaching.

NOTE For.more information about the “involvement of people”, see the related quality managemgnt principle in
Annex|B.

6.4 [Suppliers and partners

6.4.1 General

Partners can be suppliers of products, service providers, technological and financial institutions, governmental
and non-governmental organizations or other interested parties. Partners can contribute with any type of
resource, as agreed and defined in a partnership agreement.

The organization and its partners are interdependent and a mutually beneficial relationship enhances their
capabilities to create value. The organization should consider partnership as a specific form of relationship
with suppliers, where suppliers can invest in and share the profits or losses of the organization's area of
activity.

© 1SO 2009 — All rights reserved 7
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When an organization is developing partnerships, the organization should give consideration to issues such

as

expertise

the provision of information to partners, as appropriate, to maximize their contributions,

, technology, processes, and shared training),

the sharing of profits and losses with partners, and

improving the performance of partners.

supporting partners, in terms of providing them with resources (such as information, knowledge,

NOTE Fo
Annex B.
6.4.2 Selec

The organiza
partners, in o
they provide n
In selecting a

their con

interested parties,

the poten

the enha
partners,

the risks
Together with

and delivery
systems, bas

The organization should continually-feview and strengthen its relationships with its suppliers and pa

while conside

more information about “mutually beneficial relationships”, see the related quality management.prin

ion, evaluation and improvement of the capabilities of suppliers and partners

ion should establish and maintain processes to identify, select, and evaluate its supplie
rder to continually improve their capabilities and to ensure that the products or other resg
neet the needs and expectations of the organization.

nd evaluating suppliers and partners, the organization should censider issues such as

ribution to the organization's activities and ability to create 'value for the organization 3

tial for continually improving their capabilities,

ncement of its own capabilities that can be achieved through co-operation with the supplie
and

pssociated in the relationships with_the-suppliers and partners.
its suppliers and partners, thevorganization should seek to continually improve the quality

bf products provided by the-suppliers and partners, and the effectiveness of their manag
bd on periodic evaluation @nd‘feedback of their performance.

ring the balance hetween its short- and long-term objectives.

6.5 Infras

The organization sheuld plan, provide and manage its infrastructure effectively and efficiently. It s

periodically

consideration|should be given to

ucture

ssess! the suitability of the infrastructure to meet organizational objectives. Apprd

Ciple in

s and
urces

nd its

's and

price
ement

rtners,

should
priate

and main

safety an

tenance support),

d security,

infrastructure elements related to products and processes,
the efficiency, cost, capacity and work environment, and

the impact of the infrastructure on the work environment.

the dependability of the infrastructure (including consideration of availability, reliability, maintainability,
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The organization should identify and assess the risks associated with the infrastructure and take action to
mitigate the risks, including the establishment of adequate contingency plans.

NOTE For more information about environmental impacts, see ISO 14001 and other standards prepared by
ISO/TC 207.

6.6 Work environment

The organization should provide and manage a suitable work environment to achieve and maintain the
sustained success of the organization and the competitiveness of its products. A suitable work environment,
as a combination of human and physical factors, should include consideration of

|
(@]

eative work methods and opportunities for greater involvement to realize the potential‘of|people in the
ganization,

o

|
n

pfety rules and guidance and the use of protective equipment,
— efgonomics,

— ppychological factors, including workload and stress,

|
s

orkplace location,

—h

dcilities for people in the organization,

— maximization of efficiency and minimization of waste;

=

pat, humidity, light, airflow, and
— hygiene, cleanliness, noise, vibration and pdllution.

The work environment should encourage-productivity, creativity and well-being for the people who are working
in or pisiting the organization's premises’ (e.g. customers, suppliers, and partners). At the same time, the
organ|zation should ensure that its\work environment complies with applicable statutory apd regulatory
requirements and addresses applicable standards (such as those for environmental and occupational health
and safety management).

6.7 |[Knowledge, information and technology

6.7.1 | General

The ofganization’should establish and maintain processes to manage knowledge, information and technology
as espential>resources. The processes should address how to identify, obtain, maintain, protect, use and

evaluite the need for these resources. The organization should share such knowledge, information and
techn Ingy with its interested pqrtin, as nppmpriafn

6.7.2 Knowledge

Top management should assess how the organization's current knowledge base is identified and protected.
Top management should also consider how to obtain the knowledge required to meet the present and future
needs of the organization from internal and external sources, such as academic and professional institutions.
There are many issues to consider when defining how to identify, maintain and protect knowledge, such as

— learning from failures, near miss situations and successes,

— capturing the knowledge and experience of people in the organization,

© 1SO 2009 — All rights reserved 9
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capturing

gathering knowledge from customers, suppliers and partners,

undocumented knowledge (tacit and explicit) that exists within the organization,

supply and production chains), and

managing data and records.

ensuring the effective communication of important information content (particularly at each interface in the

6.7.3 Information

The organizdiion should establish and mainiain processes 10 gaiher relable and useful data_and for
converting sugh data into the information necessary for decision making.

This includes|the processes needed for the storage, security, protection, communication and distribution of
data and infofmation to all relevant parties. The organization's information and communication systemg need
to be robust|and accessible, to ensure their capabilities. The organization should ensure the integrity,
confidentiality) and availability of information relating to its performance, process improvements, apd on
progress towards the achievement of sustained success.

6.7.4 Technology

Top managerent should consider technological options to enhance the ‘erganization's performance in|areas
such as prodyct realization, marketing, benchmarking, customer interaction, supplier relations and outsqurced
processes. The organization should establish processes for the assessment of

— the currept levels of technology inside and outside the organization, including emerging trends.

— economi¢ costs and benefits,

— the evalugtion of risks related to changes in technology,

— the competitive environment, and

— its speed|and ability to react to customer requirements promptly, to ensure that it remains competitive.
NOTE For more information on_how to protect knowledge, see ISO/IEC 27000 and other standards prepgred by
ISO/JTC 1/SC R7 on information technology security techniques.

6.8 Naturdl resources

The availability of natuwal resources is one of the factors that can influence an organization's susfained
success and pbility;io- meet the requirements of its customers and other interested parties. The organization
should consider-the risks and opportunities related to the availability and use of energy and natural resqurces
in the short and dong term

The organization should give appropriate consideration to the integration of environmental protection aspects
into product design and development, as well as to the development of its processes to mitigate identified
risks.

The organization should seek to minimize environmental impacts over the full life cycle of its products and its
infrastructure, from design, through manufacturing or service delivery, to product distribution, use and
disposal.

NOTE For more information, see ISO 14001 and other standards prepared by ISO/TC 207 on environmental
management.
10 © ISO 2009 — Al rights reserved
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7 Process management

7.1

General

Processes are specific to an organization and vary depending on the type, size and level of maturity of the
organization. The activities within each process should be determined and adapted to the size and distinctive
features of the organization.

The organization should ensure the proactive management of all processes, including outsourced processes,
to ensure that they are effective and efficient, in order to achieve its objectives. This can be facilitated by
adopting a “process approach” that includes establishing processes, interdependencies, constraints and

share

Proce
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resources.

5ses and their interrelationships should be reviewed on a regular basis and suitable_acti
for their improvement.

rocesses should be managed as a system by creating and understanding the networks
equences and interactions. The consistent operation of this system is often feferred to as
hch to management”. The network can be described in a map of the préeesses and their in

For further information on the “process approach”, see the related, quality management principl
ternational Standard, as well as ISO 9000 and the 1SO 9000 “Introduction and Support Pack
ice on the Concept and Use of the Process Approach for management.systems(34l,

Process planning and control

rganization should determine and plan its processes and define the functions that are
ing products that can continue to meet the needs and expectations of customers and ot

zation's strategy and should address management activities, provision of resources, produ
bring, measurement and reviewing activities.

planning and control of processes}. consideration should be given to
halyses of the organization's-environment,

nort- and long-term forecasts of market developments,

e needs and expeéctations of the interested parties,

bjectives tobe achieved,

atutory~and regulatory requirements,

ns should be

of processes,
the "systems
terfaces.

e in Annex B of
hge” document

hecessary for
her interested

5, on an ongoing basis. Processes should.be planned and controlled to be in accordance with the

ct realization,

— P

btential financial and other risks,

— process inputs and outputs,

— interactions with other processes,

— resources and information,

— activities and methods,

— records that are required or desired,

— measurement, monitoring and analysis,
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corrective and preventive actions, and

improvement and/or innovation activities.

Process planning should include consideration of the determined needs for the organization to develop or
acquire new technologies, or develop new products or product features, for added value.

7.3 Process responsibility and authority

For each process, the organization should appoint a process manager (often referred to as the “process
owner") with defined responsibilities and authorities to establish, maintain, control and improve the process

and its intera
nature of the

The organization should ensure that the responsibilities, authorities and roles of process, manhage

recognized th
competences

8 Monito

8.1 Gener

To achieve 3
organization t
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evaluatin
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understa

tTonm With Other procesSES. 11e process manager coutd be a persomn or a team, depending
brocess and the organization's culture.

roughout the organization, and that the people associated with the individual processes ha
needed for the tasks and activities involved.

ring, measurement, analysis and review

Al

ustained success in an ever-changing and uncertainsenvironment, it is necessary fi
b regularly monitor, measure, analyse and review its performance.

)ring

nent should establish and maintain processes for monitoring the organization's environmer
bnd managing the information that is necessary for

j and understanding the present‘and future needs and expectations of all relevant inte

j strengths, weaknesses /opportunities and threats,

ng the need for alternative, competitive or new product offerings,

g current and emerging markets and technologies,

ng current and expected changes in statutory and regulatory requirements,

nding the labour market and its effect on the loyalty of people in the organization,

n the
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rested

organization's activities,

determini

NOTE

12

ng the need for natural resources, and their protection over the long term, and

assessing current organizational and process capabilities (see Annex A).

For more information about “customer focus”, see the related quality management principle in Annex B.

understanding the social, economic, ecological trends and local cultural aspects relevant to the
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Measurement

General

Top management should assess progress in achieving planned results against the mission, vision, policies
strategies and objectives, at all levels and in all relevant processes and functions in the organization. A
measurement and analysis process should be used to monitor this progress, to gather and provide the
information necessary for performance evaluations and effective decision making. The selection of
appropriate key performance indicators and monitoring methodology is critical for success of the
measurement and analysis process.

The
appro

ri

n

O

3

8.3.2

Facto
perfor
quant
trendq
select
casca
achie

KPIs
activit
consi

should be considered when“selecting the KPlIs.

In sel
accu

r
objecxves or tolimprove process efficiency and effectiveness. Such information should take into

th

es include

briate to the organization. Typical exampl

5k assessments and risk controls,
terviews, questionnaires and surveys on customer and other interested parties”satisfactior
enchmarking,

erformance reviews, including suppliers and partners, and

onitoring and recording of process variables and product characteristics.

Key performance indicators

s that are within the control of the organization and critical to its sustained success should
mance measurement and identified as keyCUperformance indicators (KPIs). The KP|
fiable and should enable the organization tor set measurable objectives, identify, monitg
and take corrective, preventive and improvement actions when necessary. Top manag
KPIs as a basis for making strategi¢c-and tactical decisions. The KPls should in tun
ded as performance indicators at.relevant functions and levels within the organization t
ement of top level objectives.

should be appropriate to théynature and size of the organization and to its products, p

es. They need to be consistent with the objectives of the organization, which shoul
tent with its strategy(and policies (see 5.2). Specific information relating to risks and

ecting the KPJs,/the organization should ensure that they provide information that is
te and reliable, and usable to implement corrective actions when performance is not in ¢

e needs and expectations of customers and other interested parties,

oracticable and

be subject to
s should be
r and predict
ement should
n be suitably
D support the

rocesses and
d, in turn, be
opportunities

measurable,
bnformity with
hccount

the effectiveness and efficiency of processes,
the effective and efficient use of resources,
profitability and financial performance, and

statutory and regulatory requirements, where applicable.
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8.3.3 Internal audit

Internal audits are an effective tool for determining the levels of compliance of the organization's management
system against given criteria, and provide valuable information for understanding, analysing and continually
improving the organization's performance. Audits should be conducted by people who are not involved in the
activity being examined, in order to give an independent view on what is being performed.

Internal audits should assess the implementation and effectiveness of the management system. They can
include auditing against more than one management system standard, such as ISO 9001 (quality
management) and ISO 14001 (environmental management), as well as addressing specific requirements

relating to customers, products, processes or specific issues.

To be effectiye, internal audits should be conducted in a consistent manner, by competent personnel, in
accordance with an audit plan.

Internal audifing is an effective tool for identifying problems, risks and nonconformities, \as well as for
monitoring progress in closing previously identified nonconformities (which should have\been addressed
through root cause analysis and the development and implementation of corrective_and preventive jaction
plans). Verifigation that the actions taken have been effective can be determined through an assessmient of
the improved|ability of the organization to fulfil its objectives. Internal auditing can-also be focused ¢n the
identification pf good practices (that can be considered for use in other areas of-the organization) as well as
on improvement opportunities.

The outputs df internal audits provide a useful source of information for

— addressing problems and nonconformities,

— benchmarking,

— promoting good practices within the organization, and

— increasing understanding of the interactions between processes.

The results of| internal audits are usually presented in the form of reports containing information on comgliance
against the gilven criteria, nonconformities,«and improvement opportunities. Audit reports are also an essential
input for management reviews. Top management should establish a process for the review of all internaj audit
reports, to idegntify trends that can require’ organization-wide corrective or preventive actions.

The organization should also take’the results of other audits, such as second and third party audits, as
feedback for ¢orrective and preventive actions.

NOTE Se¢ ISO 19011 Yor-further guidance on auditing.

8.3.4 Self-assessment

Self-assessment_is_a comprehensive and systematic _review of the organization's activities and its

performance in relation to its degree of maturity (see Annex A).

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

The results of self-assessments support

continual improvement of the organization's overall performance,

progress towards achieving and maintaining sustained success for the organization,
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innovation in the organization's processes, products and structure, when appropriate,

recognition of best practices, and

the identification of further opportunities for improvement.

The results of self-assessments should be communicated to relevant people in the organization. They should
be used to share understanding about the organization and its future direction. The results should be an input
to management review.

NOTE 1

NOTE

8.3.5

BencH
best
BencH
struct

a)

b)

c)

ISO 10014 provides a self-assessment tool directed specifically towards the financial and economic benefits of
a quality management system for an organization

T

=

2 See Annex A for more information about self-assessment.

Benchmarking
marking is a measurement and analysis methodology that an organization“can use to s
bractices inside and outside the organization, with the aim of improving its own
marking can be applied to strategies and policies, operations, processes, products and
ires.
here are several types of benchmarking, such as
- internal benchmarking of activities within the organization,

- competitive benchmarking of performance or processes with competitors, and

- generic benchmarking; comparing strategies; operations or processes with unrelated or|

uccessful benchmarking depends on factors such as

and its benchmarking partners),
- the methodology usedto-apply benchmarking,
- estimation of bengfits versus costs, and

- understanding)of the characteristics of the subject being investigated, to allow a corre
to the current situation in the organization.

he organization should establish and maintain a methodology for benchmarking that de
bm s syuch as

earch for the
performance.
brganizational

janizations.

- support by top management (as it involves mutual knowledge interchange between th¢ organization

ct comparison

ines rules for

— he aetinition of the scope OT the subject Tor benchmarking,

confidentiality policies,

— the determination of indicators for the characteristics to be compared, and the d

methodology to be used,

— the collection and analysis of data,

— the establishment and monitoring of corresponding improvement plans, and

© 1SO 2009 — All rights reserved

the process for choosing benchmarking partner(s), as well as any necessary communications and

ata collection

the identification of performance gaps and the indication of potential improvement areas,

15


https://standardsiso.com/api/?name=40617be259441945e6263c4b7ecbc737

ISO 9004:2009(E)

— the inclusion of gathered experience into the organization's knowledge base and learning process
(see 6.7).

8.4 Analysis

Top management should analyse information gathered from monitoring the organization's environment,
identify risks and opportunities, and establish plans to manage them. The organization should monitor and
maintain relevant information, and analyse potential impacts on its strategy and policies.

The analysis of the information gathered should enable factual decisions to be made on strategy and policy
issues such as

— potential changes in the needs and expectations of interested parties in the long term,
— those exipting products and activities that currently provide the most value for its interested, pafties,

— new products and processes needed to meet the changing needs and expectations’ of its intefested
parties,

— the evolvjng demands for the organizations' products in the long term,
— the influgnce of emerging technologies on the organization,
— new competences that could be needed, and

— changes [that can be expected in statutory and regulatory;fequirements, or labour markets and| other
resourceg, which would affect the organization.

8.5 Review of information from monitoring, measurement and analysis

Top managerpent should use a systematic approach‘to reviewing available information and for ensurir|g that
the information is used for decision making (see(.2).

Data can be dollected from many sources, such as

— monitoring of the organization's environment,

— measurements of the organization's performance, including key performance indicators,
— assessments of the integrity and validity of the measurement processes,

— results offinternal-audit, self-assessment and benchmarking activities,

— risk assepsment, and

— feedback from customers and other interested parties.

The reviews should be used to evaluate the results achieved against applicable objectives.

Reviews should be performed at planned and periodic intervals, to enable trends to be determined, as well as
to evaluate the organization's progress towards achieving its objectives. They should also be used to identify
opportunities for improvement, innovation and learning. Reviews should address the assessment and
evaluation of improvement activities performed previously, including aspects of adaptability, flexibility and
responsiveness in relation to the organization's vision and objectives.

Effective reviews of data can assist in the achievement of planned results.
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The outputs of reviews can be used for benchmarking internally between activities and processes and to show
trends over time; they can be used externally against the results achieved by other organizations, in the same
or other sectors.

The outputs of reviews can indicate the adequacy of resources provided, and how effectively resources have
been used in achieving the organization's objectives.

The outputs of the reviews should be presented in a format that can facilitate the implementation of process
improvement activities.

9 Improvement, innovation-andlearning

9.1 |General

Depending on the organization's environment, improvement (of its current produéts, processes, etc.) and
innovation (to develop new products, processes, etc.) could be necessary for sustained success

Learn|ng provides the basis for effective and efficient improvement and innovation.
Improjement, innovation and learning can be applied to
— pfoducts,

— processes and their interfaces,

|
o

rganizational structures,
— nmjanagement systems,

— hpman aspects and culture,

iffrastructure, work environment and-technology, and
— relations with relevant interested parties.
Fundgmental to effective and Jefficient improvement, innovation and learning is the ability and g¢nablement of

the people in the organization to make informed judgments on the basis of data analyses and the
incorpgoration of lessonslearned.

9.2 [Improvement

Improjement-activities can range from small-step continual improvements at a work place|to significant
improyements of the entire organization.

The organization should define objectives for the improvement of its products, processes, organizational
structures and its management system through the analysis of data.

The improvement processes should follow a structured approach, such as the “Plan-Do-Check-Act” (PDCA)
methodology. The methodology should be applied, consistently with the process approach, for all processes.

The organization should ensure that continual improvement becomes established as a part of the
organizational culture by

— providing the opportunities for people in the organization to participate in improvement activities, through
their empowerment,

— providing the necessary resources,
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— establishing recognition and reward systems for improvement, and

— continual improvement of the effectiveness and efficiency of the improvement process itself.

NOTE For more information about “continual improvement”, see the related quality management principle in

Annex B.

9.3 Innovation

9.3.1 General

Changes in [he organization's environment could require innovafion in order o meef the need and

expectations ¢f interested parties. The organization should

— identify the need for innovation,

— establishjand maintain an effective and efficient innovation process, and

— provide the related resources.

9.3.2 Appli¢ation

Innovation cap be applied to issues at all levels, through changes in

— technology or product (i.e. innovations that not only respond torthe changing needs and expectatipns of
customers or other interested parties, but also to anticipaté potential changes in the organization's
environment and product lifecycles),

— processes (i.e. innovation in the methods for product.réalization, or innovation to improve process stability
and reduge variance),

— the orgarjization (i.e. innovation in its constitutjion and organizational structures), and

— the organization's management system-(i.e. to ensure that competitive advantage is maintained and new
opportunfties are utilized, when there.are emerging changes in the organization's environment).

9.3.3 Timinpg

The timing fdr the introduction of an innovation is usually a balance between the urgency with whigh it is

needed versys the resources that are made available for its development. The organization should [use a

process that is in alignment with its strategy to plan and prioritize innovations. The organization should spipport

the innovatior

initiatives*with the resources needed.

9.34 Procelss

The establishment, maintenance and management of processes for innovation within the organization can be

influenced by

innovatio

18

people's w

the urgency of the need for innovation,

n objectives and their impact on products, processes and the organizational structures,

the organization's commitment to innovation,

illingness to challenge and change the status quo, and

the availability or emergence of new technologies.
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9.3.5 Risks
The organization should assess the risks related to planned innovation activities, including giving

consideration to the potential impact on the organization of changes, and prepare preventive actions to
mitigate those risks, including contingency plans, where necessary.

9.4 Learning
The organization should encourage improvement and innovation through learning.

For the organization to attain sustained success, it is necessary to adopt “learning as an organization” and
“learn ny-thatintegratesthecapatbitities ofimdividuatswithrthroseof the orgarization T

a) “Learning as an organization” involves consideration of

- collecting information from various internal and external events and sodrces, including success
stories and failures, and

- gaining insights through in-depth analyses of the information that has-been collected.

b) “learning that integrates the capabilities of individuals with those of the organization” is achieved by
bmbining the knowledge, thinking patterns, and behaviour patteriis of people with the valugs of the

rganization. This involves consideration of

o O

—+ the organization's values, based on its mission, vision.and strategies,

—+ supporting initiatives in learning, and demanstrating leadership through the behaviour of top
management,

— stimulation of networking, connectivity, interactivity and sharing of knowledge both inside and outside
the organization,

— maintaining systems for learning-and sharing of knowledge,

— recognizing, supporting @nd rewarding the improvement of people's competence, throygh processes
for learning and sharing of knowledge, and

— appreciation of. ‘creativity, supporting diversity of the opinions of the different geople in the
organization,

Rapid|access to, and use of, such knowledge can enhance the organization's ability to manage| and maintain
its sugtained sucgess.
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Annex A
(informative)

Self-assessment tool

A.1 General

Self-assessment is a comprehensive and systematic review of an organization's activities and-results,
referenced adainst a chosen standard.

Self-assessmgnt can provide an overall view of the performance of an organization and degrege. of matyrity of
the management system. It can also help to identify areas for improvement and/or cinnovation gnd to
determine prigrities for subsequent actions.

An organizatljon should use self-assessment to identify improvement and inngvation opportunities, set
priorities and pstablish action plans with the objective of sustained success. The putput of self-assessment will
show strengths and weaknesses, the maturity level of the organization and,,if repeated, the organization's
progress ovar time. The results of an organization's self-assessment, can be a valuable inpyt into
management|reviews. Self-assessment also has the potential to be a learning tool, which can provide an
improved visipn of the organization and promote the involvement of interested parties.

The self-assessment tool given in this annex is based on the guidance detailed in this International Stgndard
and includes [separate self-assessment tables for key elements and details. The self-assessment tablgs can
be used as giyen, or can be customized to suit the organization.

NOTE In fontrast to self-assessments, audits are used'to determine the extent to which the quality management
system requirements are fulfilled. Audit findings are used\to.assess the effectiveness of the quality management $ystem
and to identify pportunities for improvement.

A.2 Maturity model

A mature organization performs effectively and efficiently and achieves sustained success by
— understanding and satisfying the needs and expectations of interested parties,

— monitoring changes inthe organization's environment,

— identifying possible areas for improvement and innovation,

— defining and-deploying strategies and policies,

— setting and deploying relevant objectives,
— managing its processes and resources,

— demonstrating confidence in its people, leading to increased motivation, commitment and involvement,
and

— establishing mutually beneficial supplier and other partner relationships.
This self-assessment tool uses five maturity levels, which can be extended to include additional levels or

otherwise customized as needed. Figure A.1 gives a generic example of how performance criteria can be
related to the levels of maturity in a tabular format. The organization should review its performance against
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specified criteria, identify current maturity levels, and determine its strengths and weaknesses. The criteria
given for the higher levels can assist the organization to understand the issues it needs to consider and to
help it to determine the improvements needed to reach higher levels of maturity. Tables A.1 to A.7 give
examples of completed tables, based on this International Standard.

Key Maturity level towards sustained success
element Level 1 Level 2 Level 3 Level 4 Level 5
Element 1 Criteria 1 Criteria 1
Base level Best practice
Criteria 2 Criteria 2
Element 2 Base level Best practice
Eletent 3 Criteria 3 Criteria 3
Base level Best practice
Figure A.1 — Generic model for self-assessment elements and criteria related to maturity levels
A.3 BSelf-assessment of key elements
This gelf-assessment should be performed periodically by top management to obtain an overview of the
organ|zation's behaviour and its current performance (see TableA.1).

A4

This s
an in-

The €
Intern

Self-assessment of detailed elements

elf-assessment is intended to be performed_by operational management and process ow
jepth overview of the organization's behaviour and current performance.

lements of this self-assessment are.'contained in Tables A.2 to A.7 and relate to the c
htional Standard; however, the orgahization can define additional or different criteria tg

specific needs. If appropriate, the self-assessment can be limited to any of the tables in isolation.

A.5

A steq

Using the self-assessment tools

-by-step methodélogy for an organization to conduct a self-assessment is to:

hers to obtain

auses of this
fulfil its own

a) define the scope of the self-assessment in terms of the parts of the organization to be assg¢ssed and the

—

Y

pe of thelassessment, such as

- a.self-assessment of key elements,

— a self-assessment of detailed elements, based on this International Standard, or

criteria or levels.

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

a self-assessment of detailed elements based on this International Standard, with additional or new

c) determine how the self-assessment will be carried out, either by a team (cross-functional or other
appropriate team) or by individuals. The appointment of a facilitator can assist the process.
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d) identify the maturity level for each of the organization's individual processes. This should be done by
comparing the present situation in the organization to the examples that are listed in the tables, and by
marking the elements that the organization is already applying; start at level 1 and progress to the higher
maturity levels. The current maturity level will be the highest maturity level achieved with no preceding
gaps up to that point.

e) consolidate the results into a report. This provides a record of progress over time and can facilitate the
communication of information, both internally and externally. The use of graphics in such a report can aid
the communication of the results (see the example in Figure A.2).

f) assess the current performance of the organlzatlons processes and identify areas for |mprovement
plan

developed as a result of the assessment

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

4. Managing for the
sustained success of an
organization

9. Improvement,
innovation and learning
5. Strategy and policy

6. Resource

8. Monitoring,
management

measurement, analysis
and review

7. Process
management

Key
== Achigved
== Goal

Figure A.2 — Example illustration of the results of a self-assessment

A.6 Self-assessment results and improvement and innovation planning
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
International Standard.

22 © 1SO 2009 — Al rights reserved


https://standardsiso.com/api/?name=40617be259441945e6263c4b7ecbc737

ISO 9004:2009(E)

The information gained from the self-assessment could also be used to

— stimulate comparisons and share learning throughout the organization (the comparisons can be between
the organization's processes and, where applicable, between its different units),

— benchmark with other organizations,
— monitor progress of the organization over time, by conducting periodic self-assessments, and

— identify and prioritize areas for improvement.

Duringthis—s attor—shottd-assign £3 actions—estimate and provide
the repources needed, and identify the expected benefits and any perceived risks associated-with them.
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