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Foreword

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

Any t
const

The procedures used to develop this document and e intended for i irther ma
descrfbed in the ISO/IEC Directives, Part 1. In particular the different approval criterian¢eded for the

e [SO list of patent declarations received (see www.iso.org/patents).

Fade name used in this document is information given for the convenience of users
tute an endorsement.

intenance are

nce with the

he subject of

rights. ISO shall not be held responsible for identifying any or all such patent rights. Details of
htent rights identified during the development of the document will be'in the Introdyction and/or

and does not

For ajn explanation on the voluntary nature of standards;‘the meaning of ISO specific terms and

expre
World
URL:

Trade Organization (WTO) principles in the Teehhical Barriers to Trade (TBT) see
Wwww.iso.org/iso/foreword.html.

This
assur

Hocument was prepared by Technical Cotimittee ISO/TC 176, Quality managemen
ince, Subcommittee 2, Quality systems.

ssions related to conformity assessment, as well as information about ISO’s adhgrence to the

the following

t and quality

This fourth edition cancels and replaces.the third edition (ISO 9004:2009), which has been technically

revisg

— a

— f

bd. The main changes compared ‘tothe previous edition are as follows:

ignment with the conceptstand terminology of ISO 9000:2015 and ISO 9001:2015;

— fIcus on the concept of “quality of an organization”;

cus of the concept.of “identity of an organization”.
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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

document a
the planning
management

Factors affe
the years, ar
responsibilit
considered,

organization

The ability t
understandi
success.

This docume
to which the

A representz
sustained su

levant interested parties provides confidence in achieving sustained success.
dresses the systematic improvement of the organization’s overall performance, Jt\ind
I, implementation, analysis, evaluation and improvement of an effective and eff
system.

Cting an organization’s success continually emerge, evolve, increasé)or diminish
d adapting to these changes is important for sustained success. EXamples include
y, environmental and cultural factors, in addition to those that might have been prev
such as efficiency, quality and agility; taken together, these\factors are part
s context.

o achieve sustained success is enhanced by managersScat all levels learning abou
g the organization’s evolving context. Improvement and\innovation also support susf

nt promotes self-assessment and provides a self-assessment tool for reviewing the ¢
organization has adopted the concepts in this-document (see Annex A).

tion of the structure of this document;yincorporating the elements essential to ac
ccess of an organization as covered in this document, is presented in Figure 1.

This
ludes
icient

over
social
ously
f the

t and
ained

xtent

hieve

Vi
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Context of an organization (Clause 5)

Internal and external issues

Identity of an organization
(Clause 6)

Customer
and other
relevant
interested
parties’
needs and
expectations

Corffdence
in|the

customer
and|other
rel¢vant
interested
pafties’
needs and
expedtations

Leadership
(Clause 7) -
= Poliy > organtzation's
! ability|to meet
<
A A
Y A\
Process Performance
management analysiSand || A |
a 3 evaluation
(Clause 8) (Clause 10)
Resource Improvement,
management learningand  H-
(Clause 9) innovation
(Clause 11)

Figure 1 — Representation of the structure of this document
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INTERNATIONAL STANDARD ISO 9004:2018(E)

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

1 Scope

This document gives guidelines for enhancing an organization’s ability to achieve sustained success.
This guidanceisconsistentwith the guality management principles given in 1SO 9000:2015.

This focument provides a self-assessment tool to review the extent to which the-orggnization has
adoptled the concepts in this document.

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

2 Normative references

The fpllowing documents are referred to in the text in such a way-that some or all of their content
constjtutes requirements of this document. For dated references; only the edition cited applies. For
undated references, the latest edition of the referenced document (including any amendmgnts) applies.

ISO 9P00:2015, 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 and IEC maintain terminological databases for use in standardization at the following pddresses:

— I$0 Online browsing platform: available at https://www.iso.org/obp

]

EC Electropedia: availableathttp://www.electropedia.org/

4 Quality of an organization and sustained success

4.1 |[Quality of anrorganization

The quality of.an' organization is the degree to which the inherent characteristics of the forganization
fulfil the needs and expectations of its customers and other interested parties, in ordé¢r to achieve
sustajned, Success. It is up to the organization to determine what is relevant to achieye sustained
succeps:

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 eX

The compos
industries, ¢
expectationg.

Interested
parties

Needs and
expectationd

Figure 2 — Examples of interested parties and their needs and expectations

4.2 Mana

4.2.1 The(

ging for the sustained successof an organization

of interested parties are expressed and met can take a wide variety of forms, for example
negotiation, outsourcing, or by terminating an activity; consequently, the organization

consideration to the interrelationships of its interested parties when addressing| their

pectations.

tion of interested parties can differ significantly over time and between-organizations,

hltures and nations; Figure 2 provides examples of interested parties and their needs and

€ o g

Env1ronment As appropriafe

| sosmme || ormacin || o || e | awior || ote o

partnership and soda! worklife 5 ility prge:xfit:ezn interested
responsibility '%\ .

juality of an organization is-enhanced and sustained success can be achieved by consistently

meeting the teeds and expectations of its interested parties over the long term. Short- and medium/-term

objectives sh

As the con

management

a) regularl
interestg
on the ol

uld support this long-term strategy.

ext of an organization will be ever-changing, to achieve sustained succesf top
should:

/ monitor.analyse, evaluate and review the organization’s context in order to identjfy all

d partiesydetermine their needs and expectations and their individual potential inJpacts
ganiZation’s performance;

b) determinesimplement and communicate the organization’s mission, vision and values, and promote
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.

© ISO 2018 - All rights reserved
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4.2.2 Consideration of the needs and expectations of interested parties can enable the organization:

a)
b)
‘)
d)

5.1

Understanding the context of an organization is a process that determines factors which
orgarlization’s ability to achieve sustained success. There are key factors to consider when
the cqntext of an organization:

a)
b)

)

5.2

to achieve objectives effectively and efficiently;

to eliminate conflicting responsibilities and relationships;
to harmonize and optimize practices;

to create consistency;

to improve communication;

to facilitate focus on the most important characteristics of the organization;

tp manage risks and opportunities to its brand or reputation;

to acquire and share knowledge.

(Jontext of an organization

General

—n

nterested parties;

ekternal issues;

—

mternal issues.

Relevant interested parties

nfluence the
determining

Inter¢sted parties are those that can affect, be affected by, or perceive themselves to be pffected by a
decisjon or activity of thecorganization. The organization should determine which inter¢sted parties

are r¢levant. These relevant interested parties can be both external and internal, includin
and chn impact the organization’s ability to achieve sustained success.

The ofrganization should determine which interested parties:

a)
b)

afe ariskte’its sustained success if their relevant needs and expectations are not met

can-provide opportunities to enhance its sustained success.

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

g customers,

— 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) statutory and regulatory requirements;

b) sector-specific requirements and agreements;

c) competition;

tion;

d) globaliza
e) social, e
f) innovati

g) natural ¢

5.3.2 Inter

ability to achjieve sustained success, such as:

a) sizeand
b) activitie
c) strategy|
d) typeofqg
e) perform
f) resourcs
g) levels of
h) maturity

i) innovati

5.3.3 Whe
relevant info

The organiz
sustained su

Based on thg

onomic, political and cultural factors;
bns and advances in technology;

bnvironment.

hal issues are factors that exist within the organization itself that cait-affect the organizg

complexity;

5 and associated processes;

roducts and services;

hnce;

S;

competence and organizational krowledge;

e
)

D1N.

1 considering extérnal and internal issues, the organization should take into ag
Fmation from the past, its current situation and its strategic direction.

htion should determine which external and internal issues could result in risks
Ccess or-epportunities to enhance its sustained success.

determination of these issues, top management should decide which of these risK

tion’s

count

to its

s and

opportuniti

s should be addressed and initiate the ncf:\h]ichmnnf’ imp]nmnnf:\finn and maintena

the necessary processes.

ce of

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 character

istics, based on its mission, vision, values and culture.

© ISO 2018 - All rights reserved
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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) mission: the organization’s purpose for existing;

b)
‘)

\%

\%

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

alues: principles and/or thinking patterns intended to play a role in shaping the o

O

C
¢

d)

—

Itise
shoul
and V
chang
these

Top 71
when
issue
are m
interg

7 L
7.1

7.1.1

c o

c
t

D

p

he organization’s objectives;

1ilture and to determine what is important to the organization, in support of the missig

lentity of the organization.

ssential that the organization’s culture aligns with its mission, vision, and\values. Top
 ensure that the context of the organization is considered when deétermining its m
alues. This should include an understanding of its existing cultufe and assessing
e the culture. The strategic direction of the organization and-its policy should be
identity elements.

hanagement should review the mission, vision, value§/and culture at planned i
ever the context of the organization changes. This review should consider external
that can have an effect on the organization’s ability'to achieve sustained success. W
ade to any of the identity elements, they should be‘communicated within the organi
sted parties, as appropriate.

eadership
General

Top management, throughtits leadership, should:

omote the adoption of the mission, vision, values and culture in a way that is concis
derstand, to achieve-unity of purpose;

Feate an interpal environment in which people are engaged and committed to the ac

hcourage.and support managers at appropriate levels to promote and maintain
urposeand direction as established by the top management.

rganization’s
n and vision;

1lture: beliefs, history, ethics, observed behaviour and attitudes that are interrelated with the

management
ssion, vision
the need to
aligned with

htervals and
and internal
(hen changes
vation and to

e and easy to

hievement of

the unity of

7.1.2

Po achieve sustained success, fnp management should demonstrate ]oar]nrchip and
o

within the organization, by:

a)

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

b) promoting a culture of trust and integrity;

‘)
d)

e)

establishing and maintaining teamwork;

the organization;

f)

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 have 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(s policy, to address aspects such as compliance, quality, environment, energy, employment,
occupational health and safety, quality of work life, innovation, security, privacy, dataproté¢ction
and customgr experience. Policy statements should include commitments to satisfy the] needls and

expectationd of interested parties and to promote improvement.

When establishing the strategy, top management should either apply a recognized and appropriate
ble in the market, or design or implement an organization-specific) customized model.
itis crucial to maintain the stability of the model as the solid foundation and reference for

model availg
Once chosen

managing thg organization.

Strategy shoild reflect the identity of the organization, its context and long-term perspective. All short-

and medium

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

These policy
external and|

term objectives should be aligned accordingly (see 7.3).

and strategy decisions should be reviewed forcontinued suitability. Any changes fo the

internal issues, as well as any new risks and-opportunities, should be addressed.

The organizfition’s policies and strategy constitute~the basis to establish process managemenf (see

Clause 8).

Tablle 1 — Examples of actions to eonsider when addressing competitive factors

Comyp
fag

etitive
tors

Actions to consider

services|

A Productk and

focusingyon current and potential customers and potential markets for products
and(services

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
factors

Actions to consider

C Organizational
knowledge and
technology

applying currently available knowledge and technology to new opportunities

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 exter

nally

D Partners

determining potential partners

dariving joint technology development with external providers and C

developing customized products and services in joint undertakings
customers

co-operating with the local community, academia, public-authorities]
associations

bmpetitors
ith

and

E Hrocesses

deciding whether process management will be centralized, decentrg
integrated or non-integrated, or a hybrid approachregarding detern
establishment, maintenance, control and improvement of processes,
the assignment of roles and responsibilities

determining necessary information and-edmmunications technology
infrastructure (e.g. proprietary, custgmized or standard solutions)

lized,
hination,
including

¢ (ICT)

F  Hlace

considering local, regional and global presence
considering virtual presence and use of social media

considering the use of virtual\decentralized project teams

G Hricing

establishing price positjon (e.g. low versus premium pricing strategy

determining prices by-using an auction/bidding approach

/)

7.3 |Objectives

Top mpanagement should demonstrate Teadership in the organization by defining and ma
orgarlization’s objectives based _en'its policies and strategy, as well as by deploying the
relevant functions, levels and processes.

Objedtives should be defined for the short and long term and should be clearly ung
Objectives should be quantified where possible. When determining the objectives, top

shoulf consider:

a) t¢ what extentthe organization is aiming to be recognized by interested parties as:
1) aleader with respectto competitive factors (see 7.2) emphasizing the organizatior

2) Chaving a positive impact on economic, environmental and social conditions aroun

ntaining the
objectives at

erstandable.
management

I's capability;

d 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
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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 Gener

Organizatior
often cross 1
achieved mo

Processes ar]
the organiza
distinctive fe

In order to 4
proactively,

It is important to optimize the balance between the different purposes and specific objectives

processes, in

This can bd
interdepends

NOTE Fo
in ISO 9000:
concept, conté

.org/tc176sc2

8.2 Deter

8.2.1 The
outputs that
schematic re

dprganization should determine the processes and their interactions necessary for proy

dl

s deliver value through activities connected within a network of processes(Proc
poundaries of functions within the organization. Consistent and predictableiresul
e effectively and efficiently when the network of processes functions as a ¢coherent sy

e specific to an organization and vary depending on the type, size and Ievel of matu
fion. The activities within each process should be determined andradapted to the siz
atures of the organization.

chieve its objectives, the organization should ensure that @ll its processes are ma
ncluding externally provided processes, to ensure thatythey are effective and eff

alignment with the organization’s objectives.

facilitated by adopting a “process approach’“that includes establishing proc
bncies, constraints and shared resources.

" further information on the “process approach”, see the related quality management priy
P015, and the “ISO 9001:2008 Introduction and Support Package” document Guidance
nt and use of the process approach for imanagement systems, available from: https://commit

esses
[S are
stem.

ity of
e and

haged
cient.
of the

esses,

ciples
bn the
[ee.iso

mination of processes

meet the needs and_expectations of interested parties, on an ongoing basis. Figure 3 g
presentation of aprocess.

riding
ives a

[
| Starting point | | End point |
N —— PR —|
) T
|
|
Sources|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) o

perations 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
as ap
a) t
b) t
c t
d t
e) ¢
f) t
g) t
h) t
i) ¢
jJ or
8.3

for €
proc

In determining its processes and their interactions, the organization should give,c
ropriate, to:

e purpose of the process;

e objectives to be achieved and related performance indicators;

e outputs to be provided;

e needs and expectations of interested parties, and their changes;
anges in operations, markets and technologies;

e impacts of the processes;

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

e activities that need to be implemented and-methods that can be used;
bnstraints for the process;

sks and opportunities.

Responsibility and autherity for processes

ach process, the organpization should appoint a person or a team (often referr
pss owner"), depending on the nature of the process and the organization’s culture,

responsibilities and authorities to determine, maintain, control and improve the pro

intera
ensuf
the o
needsq

8.4

ction with other:processes it impacts and those that have impact on it. The organiz

ganization.afid that the people associated with the individual processes have the
d for the'tasks and activities involved.

Madnaging processes

bnsideration,

bd to as the
with defined
cess and its
ation should

e that the responsibilities, authorities and roles of process owners are recognized throughout

competences

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

p

erformance 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) hum

2) inad
3)
4)

5)

unpl

an factors (e.g. shortage of knowledge and skills, rule violations, human errors);

equate capability, deteriorations and breakdowns of equipment;

design and development failure;

anned changes in incoming materials and services;

uncontrolled variation in the environment for the operation of processes;

6) une>

dem|

review t
control g
of the or

8.4.2 Proc{
will relate to
aspect, such

a) the qual
b) health, s
c)

d) socialre
e) business
8.4.3 Toat
improved ac
consideratio

services or their features, for added value.

The organiza
for improven

The organiz
processes af
policies, obje
actions, whe

environinent, energy (e.g. ISO 14001, ISO 50001);

rpected changes in the needs and expectations of interested parties, includingOn
and;

he processes and their interrelationships on a regular basis and take suitable actio
nd improvement, to ensure they continue to be effective and support the@ustained st
panization.

psses should operate together within a coherent management, system. Some pro

hS:
ty of products and services, including cost, quantity and delivery (e.g. ISO 9001);
bfety, security (e.g. [SO 45001, ISO/IEC 27001);

sponsibility, anti-bribery, compliance (e.g~ISO 26000, ISO 37001, ISO 19600);
continuity, resilience (e.g. ISO 22301150 22316).

Fain a higher level of performance;the processes and their interactions should be conti

1 of the need to develop(or*acquire new technologies, or to develop new product

hent in the processes in which they are involved.

ation should<regularly review the achievement of objectives for the improvemg¢
d their interactions, the progress of action plans, and the effects on the organiz3
ctives and strategies. It should take any necessary corrective actions, or other appro
h gaps are identified between the planned and actual activities.

arket

ns for
ccess

esses

the overall management system and some will additionally relate to a specific manalgerial

hually

cording to the organization’s\policies, strategy and objectives (see 7.2 and 7.3), including

s and

tion should motivatépeople to engage in improvement activities and propose opportuhnities

ent of
tion’s
briate

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)

knowledge and skills of the process operators;

b)

a system is established to define the knowledge and skills needed for processes and evaluate the

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);

10
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c) resources necessary for people to follow the procedures are made available;

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

e) 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;

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

8.4.5 The organization should monitor its processes on a regular basis to detect deviations, and should

ident

chang
proce|
be eff

9 R

9.1

Resol
effectlive and efficient performance and its sustained success.

The ¢

objec

fy and take appropriate actions when necessary without delay. Deviations are main
es in equipment, method, material, measurement, environment and people for the
sses. The organization should determine check points and related performance indica
ective and efficient in detecting deviations.

esource management

General

rces support the operation of all processes in an organiZation and are critical

rganization should determine and manage the resources needed for the achiev
fives, taking into account the associated risks and opportunities and their potential ¢

Exalr]ples of key resources include:
fi

nancial resources;
cople;
Fganizational knowledge;

echnology;

a)

b) p
c) o
d) tg
e) i

frastructure, such as equipment, facilities, energy and utilities;

f) the environment for the organization’s processes;

g) the materials needed for the provision of products and services;

h) informatign;

i) resources provided externally, including subsidiaries, partnerships and alliances;

ly caused by
operation of
tors that will

for ensuring

ement of its
ffects.

]) nkbtutral 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 Engs

gement of people

Engagement
parties. The
Managers at
the organiza

To enhance t

a) developi
b) making

c) establisk
d) continug
e)

f) promoti

of people enhances the organization’s ability to create and deliver value for_ ihte
organization should establish and maintain processes for engagement of)its p
all levels should encourage people to be involved in improving performande.and msg
[ion’s objectives.

he engagement of its people, the organization should consider activitiés such as:

hg a process to share knowledge;

i1se of its people’s competence;

ing a skills qualification system and career planning to.promote personal developmge

lly reviewing their level of satisfaction, relevant needs and expectations;

providinlg opportunities for mentoring and coaching;

g team improvement activities.

9.2.3 Empowerment and motivation of people

Empowered
the organiza
to take respq
necessary in
all levels sho
and activitie

and motivated people at all levels throughout the organization are essential to en
fion’s ability to create and delivér value. Empowerment enhances the motivation of
nsibility for their work afd)its results. This can be achieved by providing people wi
formation, authority and freedom to make decisions related to their own work. Manag

s in relation to creating value for interested parties. To enhance the empowermer

motivation of people, managefts at all levels should:

lear objectives (aligned with the organization’s objectives), delegate authority
bility, afid 'create a work environment in which people control their own wor
making;

ested
cople.
reting

tnt;

hance
eople
th the
ersat

11d motivate people to uhderstand the significance and importance of their responsibjilities

t and

y and
k and

e(an appropriate recognition system, based on the evaluation of people’s accomplishi

ments

(both individually and in teams);

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.

a) define ¢
respons
decision

b) introdug

c)

9.2.4 Com

petence 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)

with its identity (mission, vision, values and culture), strategy, policies and objectives;

b)

between what is available and what is currently needed, or could be needed in the future;

12

determining and analysing the personal competencies needed by the organization in accordance

determining the current competence at group level and at individual level, as well as the gaps
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implementing actions to improve and acquire competence, as required;

improving and maintaining competence that has been acquired;

reviewing and evaluating the effectiveness of actions taken to confirm that the necessary

competence has been acquired.

Organizational knowledge

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

a)

b)

c)

9.3.2] When defining how to determine, maintain and protect knowledge, the organiz
develpp processes to address:

£
9.4

Top

have a significantimpact on the organization’s performance in processes related to produg
provipion, mdrketing, competitive advantage, agility and interaction with interested
izatienshould implement processes for detecting technological developments and innovations by
consiflering:

orgar

a)
b)

‘)
d)

e)

FCOBTTIZE RNMOWIEUge a5 aIr IItetectual asset and anage it a5 daIl eSSentiat et
rganization’s sustained success;

o =

cpnsider the knowledge required to support the short- and long-term needs-of’the
mcluding succession planning;

[

5sess how the organization’s knowledge is identified, captured, analysed, retrieved
hd protected.

L QO

lgssons learned from failures and successful projects;

[¢)

kplicit and tacit knowledge that exists within the onganization, including the knowlg
hd experience of its people;

o8]

rategy (see 9.6);

(@)

bnfirming the effective distributionand understanding of information, throughout th
f the organization’s products and-services;

]

:[anaging documented inforpiation and its use;

anaging intellectual property.

Technology

managementshotld consider technological developments, both existing and emerg

ment of the

brganization,

, maintained

ation should

dge, insights

determining the need to acquire knowledgefrom interested parties as part of the organization’s
S

e life cycle(s)

ing, that can
t and service
parties. The

the current levels, and emerging trends of technology, both within and external to the organization;

the financial resources needed to adopt the technological changes, or to acquire another

organization’s technological capabilities, and the benefits of such changes;
the organizational knowledge and capability to adapt to the technological changes;
the risks and opportunities;

the market environment.
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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 Infrdstructure
In managingits infrastructure, the organization should give appropriate consideration to factens sych as:

a) dependapility (including consideration of availability, reliability, maintainability and maintehance
support,|as applicable, including safety and security);

b) infrastrycture elements needed for the provision of processes, products and services;
c) the efficlency, capacity and investment required;

d) the impdct of the infrastructure.

9.5.3 Work environment

In determinipg a suitable work environment, the organizatiotishould give appropriate consideratjion to
factors (or a pombination of factors) such as:

a) physical|characteristics such as heat, humidity, light, airflow, hygiene, cleanliness and noise;
b) ergononfically designed work stations and eqiipment;

c) psycholqggical aspects;

d) encouraging personal growth, learding, knowledge transfer and teamwork;

e) creativework methods and opportunities for greater involvement, to realize the potential of geople
in the organization;

f) health and safety rulesand guidance, as well as the use of protective equipment;
g) workplafe location;

h) facilitieqfor peeple in the organization;

i) optimizdtion 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

14 © ISO 2018 - All rights reserved


https://standardsiso.com/api/?name=27b48496b50000532484e9a0a2148d53

ISO 9004:2018(E)

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) business continuity and supply chain aspects (e.g. high dependability ‘on a single or limpited number
of providers);

f) epvironmental, sustainability and social responsibility aspects.

In ord
and p

— S

hare its mission and vision (and possibly its valuesiand culture) with them;

— provide any necessary support (in terms of resaurces or knowledge).

9.7

The o

Ther

In ter
of pr¢
addrd

Natural resources

energy or raw materials(

The drganization should address both the current and future use of natural resources re

processes, as well\as the impact of the use of natural resources related to the life cycle of

and s

Good

(=3

ervices. This should also be aligned with the organization’s strategy.

practiees for managing natural resources for sustained success include:

er to establish mutually beneficial relationships and to_émwhance the abilities of external providers
artners for managing activities, processes and systems;the organization should:

Fganization should recognize its responsibility to society and should act based on thig recognition.
psponsibility includes several aspects, such as natural resources and the environmerit.

ms of managing resources;.the natural resources consumed by the organization in the provision
ducts and services are(@ strategic issue affecting its sustained success. The organization should
ss how to determine;~obtain, maintain, protect and use essential resources such als water, soil,

quired by its
its products

a)

eating 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.

© ISO 2018 - All rights reserved
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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) theorga

b) the staty
internal

c) changes
interestq

10.2 Perfo}

vision, polic

- e J £ L 102 107 d 10 40
IIZ4UIUIT S PTTIUTHIAIILT (STT 1VU. 4, 1V.J dITU 1VU.7T],

s of the organization’s internal activities and resources, which can be understood th
Qudits or self-assessment (see 10.5 and 10.6);

in the organization’s external and internal issues and the needs and eXpectations
d parties.

‘mance indicators

es, strategy and objectives, at all levels and in all relevant processes and functig

10.2.1 Ther])!rganization should assess its progress in achieving its planned results against its mi

measureme
information

hecessary for performance evaluations and effective,decision making.

The selection of appropriate performance indicators and monitoring methods is critical for effi

measuremerl

t and analysis of an organization. Figure 4.shiows steps for using performance indica

[ Inventory of alFprocesses ]

A

-
Select performance indicators and monitoring
methods for processes

Y

Measure, analyse and evaluate performance

N\ J
A
e A
Improve processes
N J

rough

bf the

ssion,
ns. A

and analysis process should be used to monitor this\progress, to gather and provide the

bctive
[Or'S.

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) appropriate to the nature and Size of the organization, its products and services,.pfocesses and
Ctivities;

QO

e)

O

bnsistent with the strategy and objectives of the organization.

10.2.4 The organization should consider specific information relating to risk§'and opportjunities when
selecting KPIs. In addition, the organization should ensure that KPIs proyvide information o implement
action plans when performance does not achieve the objectives, or to improve and inndvate process
efficigncy and effectiveness. Such information should take into accountelements such as:

a) the needs and expectations of interested parties;

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

d) the effective and efficient use of resources;

e) financial performance;

f) cpmpliance with applicable external Fequirements.

10.3 |Performance analysis

Analysis of the organization’s performance should enable identification of issues, such as:

a)

—n

Isufficient or ineffective'resources within the organization;

b) inpsufficient or ineffective competencies, organizational knowledge and inappropriate pehaviour;
c) risksand opportunities that are not being sufficiently addressed by the organization’s management
systems;

d) weakness in leadership activities, including:

1 pnliry establishment and communication (qpp 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

been exceed{: H’ what made it pnccih]n should he :\n:\]ycnr‘ inorder to maintain the pnrfnrmanrn

The results
failures shou
strategy and

Improvemenft achieved on the organization’s performance should be evaluated-from a long

perspective.
should revie
as well as thg

10.4.3 The
Benchmarkiy
the best pra
innovative p
their operati

10.4.4 The

rules for itenps, such as:

confidentiality policies;

the estalplishment and monitoring of corresponding improvement plans;

of evaluation should be understood by top management. Any identified pexrfory
1d be prioritized for corrective action, based on the impact on the organizatjon’s po
objectives.

When the degree of improvement does not match the expected.level, the organi;
v the deployment of its policies, strategy and objectives for imprevement and innov
e competencies and engagement of its people.

prganization’s performance should be compared to established or agreed benchr
lg is a measurement and analysis methodology that anorganization can use to sear
tices inside and outside the organization, with the aim of improving its performand
Factices. Benchmarking can be applied to policies{¢strategy and objectives, processe
bns, products and services, or the organization’s structures.

prganization should establish and maintain a methodology for benchmarking that d

ition of the scope of the subject forbenchmarking;

ess for choosing benchmarking-partner(s), as well as any necessary communicatior

rmination of indicaters-for the characteristics to be compared and the data coll
logy to be used;

ction and analysis’of data;

ification of performance gaps and the indication of potential improvement areas;

nance
licies,

-term
ration
ation,

narks.
ch for
e and
s and

bfines

s and

rction

sion of gathered experience into the organization’s knowledge base and learning pr

ocess

a) the defir
b) the proc
c) the dete
methodd
d) the colle
e) theidenf
f)
g) the incly
(see 11.3

).

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

internal

a)
b)

benchmarking of activities and processes within the organization;

competitive benchmarking of performance or processes with competitors;

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

18
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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) illnplementing lessons learned to bridge any determined gaps.

10.5 [Internal audit

analy|
imple
incluc

ement system to its selected criteria. They provide valuable information for un
sing and improving the organization’s performance. Internal audits should
mentation, effectiveness and efficiency of the organization’s<management syster
le auditing against more than one management system standard, as well as addres

al audits are an effective tool for determining the levels of conforfmity of the ofrganization’s

Inter
manL

derstanding,
assess the
ns. This can
sing specific

requifements relating to interested parties, products, services,processes or specific issueg.

To be| effective, internal audits should be conducted in a cohsistent manner, by competent people, in
accorflance with the organization’s audit planning. Audits should be conducted by peqple who are
not injvolved in the activity being examined, in orderto give an independent view on What is being
perfofmed.

Intermal auditing is an effective tool for identifying problems, nonconformities, risks and opportunities,
as wdll as for monitoring progress on resolving previously identified problems and non¢onformities.
Interpal auditing can also be focused onlthe identification of good practices and on improvement
opportunities.

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

a) afdressing problems, noncenformities and risks;

b) identifying opportunities;

c) promoting goodpractices within the organization;

d) injcreasing understanding of the interactions between processes.

Interpal audit” reporting usually contains information on conformity to the giy
noncqnfotmiities and improvement opportunities. Audit reporting is an essential input for
reviewTop management should establish a process for reviewing all internal audit res

yen criteria,
management
hlts, in order

to identlry trends that can require organization-wide corrective actions and o0ppo

rtunities 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) innovatipn in the organization’s processes, products and services, and the organization’s strufture,
when appropriate;

d) recognitjon of best practices;

e) identificption of further opportunities for improvement.

The results ¢f self-assessment should be communicated to relevant people within the organization, in

order to be ujsed to share understanding about the organization and its future.direction.

A self-assessment tool based on this document is provided in Annex A.

10.7 Reviews

Reviews of performance measurement, benchmarking, analysis and evaluations, internal auditls and

self-assessmgents should be performed by appropriate levels and functions of the organization, ap well

as by top mgnagement. The reviews should be conductéd at planned and periodic intervals, to gnable

trends to be| determined and to evaluate the organization’s progress towards achieving its padlicies,

strategy and objectives. They should also address-the assessment and evaluation of improvement,

learning and innovation activities performed_préviously, including aspects of adaptability, flexjbility

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

The reviews| should be used by the organization to understand the needs of adapting its pdlicies,

strategy and objectives (see Clause 7(). They should also be used to determine the opportunities for

improvement, learning and innovatien’ of the organization’s managerial activities (see Clause 11).

The reviews should enable evidence-based decision making and the establishment of actions to aghieve

desired results.

11 Improvement; learning and innovation

11.1 Genernal

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 olrganization should ensure that improvement becomes established as a part of the olrganization's
culture by:

a) empowering people to participate in and contribute to the successful achieement of improvement

—n

l[itiatives;
b) providing the necessary resources to achieve improvements;

c) eptablishing recognition systems for improvements;

d) eptablishing recognition systems for improving the effectivéness and efficiency of the improvement
process;

e) ephgagement of top management in improvement actiyities.

11.3 [Learning

11.3.1 The organization should encourage imiprovement and innovation through learning. The inputs
for leprning can be derived from many sources, including experience, analysis of informaltion, and the
resulffs of improvements and innovations:

Alearning approach should be adopted by the organization as a whole, as well as at a level that integrates
the cdpabilities of individuals with*those of the organization.

11.3.2 Learning as an organization involves consideration of:

a) cpllected information relating to various external and internal issues and interepted parties,
Icluding success/stories and failures;

—u

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

Learrjing,that integrates the capabilities of individuals with those of the organization ig achieved by
combjning the knowledge, thinking patterns and behaviour patterns of people with the palues of the
orgarization:

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 Innovpation

11.4.1 General

Innovation should result in improvement leading to new or changed products-or/services, proc
market positfion, or performance, enabling realization or redistribution of value:

Changesint
parties could

To supporta
a) identify
b) establis}

c) provide

11.4.2 App
Innovation c

a) technolo
and exp
and in th

b) processeé

Its sustalned success (see J.5).

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

hd promote innovation the organization should:
specific needs for innovation and encourage innevative thinking in general;
| and maintain processes that allow for effective innovation;

he resources needed to realize innovative ideas.

ication
hn be applied at all levels of the erganization, through changes in:

gy or products or services/(i.e. innovations that not only respond to the changing
bctations of interested, parties, but also anticipate potential changes in the organi;
e life cycles of its products and services);

s (i.e. innovation-in the methods for production and service provision, or innovat
process stabitity and reduce variation);

hization.(i.e. innovation in the constitution and the structures of the organization);

hization’s management system (i.e. to ensure that competitive advantage is maintaing

esses,

ested

heeds
ration

on to

dand

improve
c) theorga
d) theorga
new opp

prfunities are utilized, when there are emerging changes in the organization’s contex}

t);

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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Annex A
(informative)

Self-assessment tool

A.1 General

Self-assessm|
maturity of

and to determine priorities for subsequent actions.

Audits are u
system are f
are used to
opportunitie

An organiza
set prioritie
assessment v
the maturityj

The results @
assessment g
organization
of the organi

The self-asse
provides a fi

organization)

A.2 Matu
A mature org
a)
b)
‘)

understd

monitor

identifying possible areas for improvement, learning and innovation;

ent can provide an overall view of the performance of an organization and the deg
ts management system. It can help to identify areas for improvement and/oxr(innoy

ed to determine the extent to which, for example, requirements related\to-a managg
ulfilled (against a defined standard, or the organization’s own crjteria). Audit fin
issess the effectiveness of, for example, a management system, and-to identify risK
s for improvement.

fion should use self-assessment to identify improvement.and innovation opportu

and establish action plans, with the objective of sustained 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.

fan organization’s self-assessment can be a valuable input into management reviewsg
Iso has the potential to be a learning tool, which can provide an improved overview

promote the involvement of interested partiés and support the overall planning acti
zation.

ssment tool given in this annex is pased on the guidance detailed in this documer
amework for improvement. It gan'be used as given, or it can be customized to sy

rity model
anization performs-effectively and efficiently and achieves sustained success by:
nding and satisfying the needs and expectations of interested parties;

ng changestin the context of the organization;

d) defining

ree of
ration

bment
dings
s and

hities,

f self-

ment,

. Self-
of the
vities

t and
it the

and deploying policies, strategy and objectives;

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
the related risks 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
Key L
element evel 1 Level 2 Level 3 Level 4 Level 5

Element1 |Criteria 1 Criteria 1
Basetevel Bestpraetice

Element 2 |Criteria 2 Criteria-2
Base level Bestpractice

Element3 |Criteria 3 Criteria 3
Base level Best practice

A3

This {
an in-

The e
of thi
speci

A4

A41
a)

a
1
2
3

to define the scope of the selfsassessment in terms of the parts of the organization ta

Self-assessment of detailed elements

elf-assessment is intended to be performed by process owner's and managers at all le
depth overview of the organization and its current perférnrance.

l[ements of this self-assessment are contained in Tabkles A.2 to A.32 and relate to th
5 document; however, the organization can define@dditional or different criteria to
ic needs. If appropriate, the self-assessment can‘be limited to any of the tables in isol

Using the self-assessment tools

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

hd the type of the assessment, such as:
a self-assessment of key elements;
a self-assessmentof detailed elements, based on this document;

a self-assessment of detailed elements, based on this document with additional o
or levels;

b) t

t
(o)

d)
d

1y

2

3

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

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

els to obtain

e subclauses
fulfil its own
ation.

essment are:

be assessed

new criteria

out;

functional or

ther appropriate team) or by individuals (the appointment of a facilitator can assist t

one by:
comparing the present situation in the organization to the scenarios that are listed

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 leve

)

establishing the current maturity level;

)

e process);

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

in the tables;

and build on
Is 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 information gained from the self-assessment can also be used:

a) to stimulate comparisons and share learning throughout the organization (the comparisons dan be
betweer| the organization’s processes and, where applicable, between its different units);

b) to benchmark with other organizations;
c) to monitor progress of the organization over time, by conducting periodic'sélf-assessments.

Following the reviews, the organization should assign responsibilities for,the chosen actions, estimate
and provide| the resources needed, and determine the expected benefits and any perceived|risks
associated wlith 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.

Processes to meet the 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 relévance of the needs
and expectations for relevahtihterested parties
are in place and are used.todetermine which ones
need to be addressed.

The needs and expectations of key interested
parties are addr¥essed and reviewed such that
improved performance, common understanding
of objectives\and values, and enhanced stabili-
ty have been realized in some of these ongoing
relationships.

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
arein place.

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 competence and
organizational knowledge.

Risks and opportunities are determined, and
show consideration for informationfyom the
organization’s past and its current\situation.

Processes to address issues considered to be
risks to sustained success,0ropportunities to
enhance sustained suceess, are established,
implemented and maintained.

Processes for the@ngoing monitoring, reviewing
and evaluation of external and internal issues are
established, implemented and maintained, with
actions arising from this process acted on.

a [tems outlj
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
e applicable subclause.

clude 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 basic understanding 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 perceivéed interested
parties.

The organization’s culture is @ligned 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 to-that culture, is implemented
and maintained.

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

Changes to any of these identity elements are
cemmunicated 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, jts

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 out1n 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 development is defined.

Processes to maintain the culture and promote
accountability ayeacted on.

Maintenance of.the organizational structure and
unity of purpose in relation to the context of the
organization, personally and/or regularly rein-
forcing-values and expectations, are included in
process 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 In a way that 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

72
Policy 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/as'well as to
effectively account for applicable aspectsiand factors.

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

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

The needs oftall interested parties are addressed and the
policy and'strategy are utilized to manage the business in
a comprehensive way.

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

b Thjs may include recognition of aspects where the organization is partially meeting a maturity|level.
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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
t}lC UIIJjCLtiVCD D}lUVV SUIIIT ;lltCl I c}atiuuahiy \A4 lt}l lJU}lLy

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 shoft-
and long-term objectives that also demonstrate leadership
and commitment outside the organization.

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

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

5 Short- and long-term objectives are quantifiable, clearly
understood, deployed and updated to maintain the rela-
tionship with the peli¢y 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 areintended 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.

32 © ISO 2018 - All rights reserved


https://standardsiso.com/api/?name=27b48496b50000532484e9a0a2148d53

ISO 9004:2018(E)

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 parties/in support of the
organization’s sustained success, while also accounting
for the need to deploy communication when change is
realized.

Communication methodsshow a direct relationship to the
context of the organization and the feedback mechanism
is well defined and.effectively deployed.

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

a [tems outlined in levels3to 5 are intended to be a progression of thought that is based on the gliidance
provided in the applicable subclause.

b Thjs may includé recognition of aspects where the organization is partially meeting a maturity|level.

© ISO 2018 - All rights reserved

33


https://standardsiso.com/api/?name=27b48496b50000532484e9a0a2148d53

ISO 9004:2018(E)

Table A.9 — Self-assessment of the detailed elements of 8.1

Maturity level Conclusion
Subclause
Level Itema YES |Results/commentb
8.1 1 Processes are managed in an informal or ad hoc manner.
Process 2 Key processes, such as those relating to customer
mag:g:r:lent satisfaction and operations related to product and

service, are managed.

Tl £LC e £l H H <da A | 1l
I'TICT CIITULIVUIITSS UL UIIT lJl ULTS3CTS 1S5 1uu1v1uuau_y
measured, and acted upon. Interactions between
processes are not well managed.

3 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.

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

The effectiveness and efficiency of processes anid their
interactions are systematically reviewed andimproved.

Process performance has exceeded thatof-average
organizations in the sector where the-organization
operates.

5 All relevant processes and theit\interactions are pro-
actively managed, includingoutsourced processes, to
ensure that they are effective and efficient, in order
to achieve the organization’s policies, strategy and
objectives.

Processes and their'interactions are adapted and
optimized to the context of the organization.

Process performance has reached that of leading
organizations in the sector where the organization
operates!

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

b This may include rec¢ognition 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

Subclause

Maturity level

Conclusion

Level

Itema

YES

Results/commentb

8.2
Determination
of processes

Processes are determined in an informal or ad hoc
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 continde to
meet the needs and expectations of customers and other
interested parties.

All interested parties are considered inprocess
determination.

Processes and their interactions atre determined and
changed flexibly according to thie'organization’s policies,
strategy and objectives.

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

b Thjs may include recognition of aspects'where the organization is partially meeting a maturity|level.
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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 required for the people associated

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 t6
establish, maintain, control and improve the process and
its interaction with other processes.

The competences required for the people asseciated
with individual processes are well defined@nd
continually improved.

Responsibilities, authorities and roles@f process owners
are recognized throughout the organization.

Responsibilities and authorities for interactions
between processes are well defined.

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

a Jtems outlihed 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.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.

linkage
between the
procdsses)

@p
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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 pfocesses
are assessed and necessary actions are implemented 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 performarice of processes are
sufficient to effectively and-efficiently achieve the
performance expected-By the system.

Cross-functional teams or committees under top
management’s leadership facilitate their review and
improvement.ofithe processes.

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

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

performance)
Maturity level Conclusion
Subclause
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
(atFammg loosely related with the organization’s policies 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 change.

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

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

The achievement ofthé'objectives for improvement,

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

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

b This may ipclude 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 —
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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 procedures
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 an@skills to follow the
procedures and understand the impacts of not following
the procedures.

Consideration is given to motivation and human error
prevention.

Check points and related performance indicators are
determined to detest-deviations (which are mainly
caused by changes/in people, equipment, methods,
material, measurement and environment for operation
of processes) and to take appropriate actions when
necessary:

A system for determining the knowledge and skills need-
ed-for'each process, evaluating the knowledge and skills
of the 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.

(‘h:\ngnc in processesare clarified and shared to prnvnnf

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
is defined 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 effeetively and
efficiently applying resources.

Resource management processes and theinteractions
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.dre established.

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

External providersiare encouraged by the organization
to implementimprovements on the efficient and
effective useyof resources.

A strategidplanning process for getting and assigning
resources is in place and is aligned with the organiza-
tienalobjectives in order to achieve effective and effi-
eiént 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 incorparate 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

or ad hoc manner.

Maturity level Conclusion
Subclause
Level Itema YES |Results/commentb
9.2 1 Competent, engaged, empowered and motivated
People people are considered to be a resource in an informal

Competence development is provided in an informal or
ad hoc manner.

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.0of actions
taken ensure the personal competences (imboth 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 transfeirand teamwork within
the organization are evident.

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

People are aware of their personal competences and
where they canbest contribute to the organization’s
improvement.

Career-planning is well developed.

Thexesults 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.

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

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

3 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.

4 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 comminicating the roles
of process owners in managing staffare present.

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

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

b This may ifpclude recognition of aspects-wheére 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 or the sectors to which it directly 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 resource capability
needed to adapt to the innovations and /ot'technological
changes or advancements are in place:

Processes for evaluating the risks\and opportunities for
adopting the selected innovations and/or technological
changes or advancements arein place.

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

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

The impaet 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 lévels 3 to 5 are intended to be a progression of thought that is based on the gfiidance
provided in the applicable subclause.

b Thjs may in¢lude recognition of aspects where the organization is partially meeting a maturity|level.
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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
Infrastructure
and work
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.

¢
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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 werk
environment are managed becomes a key contributor in
the achievement of desired results.

a Jtems outliped 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 ihclude 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

Subclause

Maturity level

Conclusion

Level

Itema

YES

Results/commentb

9.6
Externally
provided
resources

The concept of partnership with external providers is
informal or ad hoc.

External providers are seen as transient and the
organization sees no value in developing relationships.

[\ ¥
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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 relas
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 itaelates 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 common.interest.

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

b Thjs may include recognitionef aspects where the organization is partially meeting a maturity|level.
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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 1 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.
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current application and use of natural resources.

N

3 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 iq
its current application of natural resources.

5 The organization recognizes its responsibility to seciety
for managing natural resources related to the life gycle of
products and services.

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

The organization addresses both currernt and future use
of natural resources required by itsyprocesses.

The organization is aware of ne trends and technologies
for the efficient use of naturaliresources, and in relation
to the needs and expectatioss of interested parties.

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

b This may include recognition of aspeets where the organization is partially meeting a maturity level.

46 © ISO 2018 - All rights reserved


https://standardsiso.com/api/?name=27b48496b50000532484e9a0a2148d53

	Foreword
	Introduction
	1 Scope
	2 Normative references
	3 Terms and definitions
	4 Quality of an organization and sustained success
	4.1 Quality of an organization
	4.2 Managing for the sustained success of an organization
	5 Context of an organization
	5.1 General
	5.2 Relevant interested parties
	5.3 External and internal issues
	6 Identity of an organization
	6.1 General
	6.2 Mission, vision, values and culture
	7 Leadership
	7.1 General
	7.2 Policy and strategy
	7.3 Objectives
	7.4 Communication
	8 Process management
	8.1 General
	8.2 Determination of processes
	8.3 Responsibility and authority for processes
	8.4 Managing processes
	9 Resource management
	9.1 General
	9.2 People
	9.2.1 General
	9.2.2 Engagement of people
	9.2.3 Empowerment and motivation of people
	9.2.4 Competence of people
	9.3 Organizational knowledge
	9.4 Technology
	9.5 Infrastructure and work environment
	9.5.1 General
	9.5.2 Infrastructure
	9.5.3 Work environment
	9.6 Externally provided resources
	9.7 Natural resources
	10 Analysis and evaluation of an organization’s performance
	10.1 General
	10.2 Performance indicators
	10.3 Performance analysis
	10.4 Performance evaluation
	10.5 Internal audit
	10.6 Self-assessment
	10.7 Reviews
	11 Improvement, learning and innovation
	11.1 General
	11.2 Improvement
	11.3 Learning
	11.4 Innovation
	11.4.1 General
	11.4.2 Application
	11.4.3 Timing and risk
	Annex A (informative)  Self-assessment tool
	Bibliography

