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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
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ctrotechnical standardization.
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scribed in the ISO/IEC Directives, Part 1. In particular, the different approval criterianeed
ferent types of ISO documents should be noted. This document was drafted in accordanc
torial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

ention is drawn to the possibility that some of the elements of this documéent‘may be the
fent rights. 1SO shall not be held responsible for identifying any or all such patent rights.
) patent rights identified during the development of the document wilkbe in the Introducti
the ISO list of patent declarations received (see www.iso.org/patents);

y trade name used in this document is information given for the convenience of users an

bressions related to conformity assessment, as well as information about ISO's adherel
rld Trade Organization (WTO) principles in the Téchnical Barriers to Trade (TBT) ses
/iso/foreword.html.
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complete listing of these bodies can be found at www.iso.org/members.html.

is document was prepared by Technical Committee ISO/TC 176, Quality management a
urance.

is first edition cancels and replaces ISO/TS 17582:2014, which has been technically rey
in changes compared with the previous edition are as follows:

a new structure has been created based on the ten clauses of ISO 9001:2015.
the specific electoral conitent has been placed under the clauses of the new structure.
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Introduction

0.1 General

Conduct of periodic, free and fair elections by secret ballot is the fundamental distinctive characteristic
of a democratic political system. As such, the sustainability of the democratic political system is reliant
on effectively defined, implemented and controlled electoral services. The ultimate goal is to elect those
who will hold public office and to decide ballot proposals that affect the populace.

Vote casting is an expression of the fundamental political right to participate in public affairs

guarantesg
process i
religion a

political organizations and candidates are essential to the electoral process.

Every eleg
individua
process iS
organizat
vote, regi
accurate 1

and resoluytion of electoral disputes.

d by human rights instruments such as the Universal Declaration of Human Rights[Zl-This
based on the principle of one-person one-vote, without restrictions based on race,-gender,
nd social status. The registration and identification of eligible voters and the registration of

culture and traditions, and even within states where federal systems-exist. The electoral
composed of a series of interrelated processes, conducted by the electoral bodies, political
ons and the citizenship. These essential elements include deterniihing who is eligible| to
stration of political organizations and candidates, electoral logistios, casting, counting gnd
ecording of votes, declaration of results, electoral education, oversight of campaign financing

toral system has its own set of regulations, which vary between countries aceording to tqgir

Electoral bodies are institutions that have responsibility for the adiiinistration of the electoral procgss,
including [the preparation, organization, management, monitoring and promotion of the election, the
casting of the votes and counting of the ballots, the resolution of electoral disputes or the offi¢ial
declaratidgn of the election results.
The full apd transparent implementation of each process‘constitutes the basis for the electoral bodyf to
achieve legitimacy.
In this dogument, the text reproduced from ISQ 9001:2015 is placed in boxes, in order to distinguish it
from the dector-specific guidance given for edach clause.
IS0 900[1:2015, Quality management systems — Requirements
Introdugtion
0.1 Gerneral
The adoption of a quality-management system is a strategic decision for an organization that cgn
help to Jmprove its ©Qverall performance and provide a sound basis for sustainable development
initiativgs.
The potgntialibenefits to an organization of implementing a quality management system based dn
this Intefndtional Standard are:

b) facil

a) the ability to consistently provide products and services that meet customer and applicable
statutory and regulatory requirements;

c) addressing risks and opportunities associated with its context and objectives;
d) the ability to demonstrate conformity to specified quality management system requirements.

This International Standard can be used by internal and external parties.

itating opportunities to enhance customer satisfaction;

Vi
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It is not the intent of this International Standard to imply the need for:
— uniformity in the structure of different quality management systems;

— alignment of documentation to the clause structure of this International Standard;

c mplementary to requlrements for products and services.

his International Standard employs the process approach, which incorporates the®lan-D
Aict (PDCA) cycle and risk-based thinking.

he process approach enables an organization to plan its processes and their ihteractions.

he PDCA cycle enables an organization to ensure that its processes are‘adequately resou
anaged, and that opportunities for improvement are determined and-acted on.

ahd its quality management system to deviate from the plannedyresults, to put in place pr
cpntrols to minimize negative effects and to make maximum‘dse of opportunities as they 4
Clause A.4).

Cpnsistently meeting requirements and addressing futiire needs and expectations poses a ¢

— the use of the specific terminology of this International Standard within the organization.

Rlisk-based thinking enables an organization to determine the factors that could cause its processes

lard are

0-Check-

rced and

eventive
rise (see

hallenge

for organizations in an increasingly dynamic and complex environment. To achieve this objec¢tive, the

ofganization might find it necessary to adopt various forms of improvement in addition to cqrrection

apd continual improvement, such as breakthrough change, innovation and re-organization.

In this International Standard, the following‘verbal forms are used:

—+ “shall” indicates a requirement;

—+ “should” indicates a recommendation;

—+ “may” indicates a permission;

—+ “can” indicates a possibility or a capability.

Imformation marked“as “NOTE” is for guidance in understanding or clarifying the agsociated

réquirement.
The design.and implementation of an electoral body’s quality management system is inflhenced by
its| obligatioris under the applicable legal framework as determined by international law, national
copstitutions and national law.

hentary to

requirements for the electoral service provided by the applicable legal framework and the electoral body.
© 1S0 2019 - All rights reserved vii
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0.2 Quality management principles

IS0 9001:2015, Quality management systems — Requirements
0.2 Quality management principles

This International Standard is based on the quality management principles described in ISO 9000.
The descriptions include a statement of each principle, a rationale of why the principle is important
for the organization, some examples of benefits associated with the principle and examples of typical
actions to improve the organization's performance when applying the principle.

The quality management principles are:
— custpmer focus;

— leadprship;

— engdgement of people;

— prodess approach;

— improvement;

— evidence-based decision making;

— relationship management.

There is nlo sector-specific guidance.

viii © IS0 2019 - All rights reserved
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0.3 Process approach

0.3.1 General

IS0 9001:2015, Quality management systems — Requirements
0.3 Process approach

0.3.1 General

] veloping,
plementlng and 1mprov1ng the effectiveness ofa quality management system to enhance dustomer
satisfaction by meeting customer requirements. Specific requirements considered essential to the
afloption of a process approach are included in 4.4.

derstanding and managing interrelated processes as a system contributes te the orgarization's
effectiveness and efficiency in achieving its intended results. This approach enables the orggnization
to control the interrelationships and interdependencies among the processes of the systeny, so that
the overall performance of the organization can be enhanced.

he process approach involves the systematic definition and managément of processes, gnd their
interactions, so as to achieve the intended results in accordance with the quality policy and strategic
irection of the organization. Management of the processes and the system as a whol¢ can be
Chieved using the PDCA cycle (see 0.3.2) with an overall€ocus on risk-based thinking (sge 0.3.3)
med at taking advantage of opportunities and preventirig undesirable results.

I =Y

—

he application of the process approach in a quality management system enables:
a) understanding and consistency in meeting réquirements;
b) the consideration of processes in terms efadded value;

the achievement of effective process.performance;

\nl

improvement of processes basedion evaluation of data and information.

d

Flgure 1 gives a schematic representation of any process and shows the interaction of its glements.
The monitoring and measuring check points, which are necessary for control, are specifi¢ to each
process and will vary depending on the related risks.

| Startlng pomt | | End point |

_____ —_——

T

|

|

Sources.ofdfiputs Receivers of Outputs

| A\ V4 | : T
IPREDECESSOR | MATTER, | MATTER, | SUBSEQUENT
|PROCESSES ENERGY | ENERGY | PROCESSES
|e.g. at providers | INFORMATION, | INFORMATION, l'e.g. at customers

leg inthe

| at other relevant
| interested parties

| form of product,
| service,
: decision

|at customers, | form of materials,
|at other relevant | resources,
Iinterested parties Irequirements

' |
' |
' |
' |
' |
I (internal or external) | leg inthe I(internal or external)l|
! |
' |
' |
' |
' |

Possible controls and
check points to monitor
and measure performance

Figure 1 — Schematic representation of the elements of a single process

There is no sector-specific guidance.

© 1S0 2019 - All rights reserved ix
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0.3.2 Plan-Do-Check-Act cycle

0.3.2 Plan-Do-Check-Act cycle

The PDCA cycle can be applied to all processes and to the quality management system as a whole.
Figure 2 illustrates how Clauses 4 to 10 can be grouped in relation to the PDCA cycle.

NOTE Numbers in brackets refer to the clauses in this International Standard.

Quatity Mamagenrent SystenT (%) ~\

\

Orgdanization |
and [its context ‘ Support
(42\ I (7,
= .
Q. Ope(l;;a)tlon
N
- Customer
| satisfaction
| y
Planning B Leadership Perf(;rme.mce JL— Results of
Cﬁtomer (6) (5) evalugtigh the QMS
requirements ) 3 \
i |
| A
e Products and
~ services
//:/
~
Needs and
expectations of Improvement

(10)

Felevant \

hterested \ N

pprties (4) .
\

e

Figure 1 — Representationof the structure of this International Standard in the PDCA cycle
PDCA cyfle can be briefly:described as follows:

— Plan: establish thé-ebjectives of the system and its processes, and the resources needed to delivér
resullts in accerdance with customers' requirements and the organization's policies, and identify
and pddressrisks and opportunities;

— Do: {mplement what was planned;

— Check: monitor and (where applicable) measure processes and the resulting products and
services against policies, objectives, requirements and planned activities, and report the results;

— Act: take actions to improve performance, as necessary.

Elections can only occur when citizens exercise their right to vote. Voter registration is a condition for
the establishment of the electoral process. Identification of eligibility and registration of eligible voters
are essential to the electoral process.

By registering to contest elections, political organizations and candidates legally formalize their
participation in the electoral process. This may entitle them to receive public funding for their
campaign in accordance with the applicable legal framework as well as the establishment of clear and
unambiguous criteria to determine who is eligible to vote.

X © ISO 2019 - All rights reserved
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Electoral bodies plan election day logistics well in advance of the electoral event. Key factors in logistics
are the efficient distribution of electoral materials, establishment of voting stations and provision of
voting equipment.

Vote casting and vote counting go hand in hand. Counting votes is a task of paramount importance, since
the results of the process reflect the will of the electorate. When done in a transparent and accurate
manner, it increases confidence in elections and acceptance of the final results.

It is essential that voters are aware of the different stages of the electoral process. Electoral education
isa contlnual process that spans the entire electoral process. Processes are establlshed to ensure that

Le]'S prlor to

oral body

proclaims the results of the election. Additionally, there should be fair and timely resolution and

co

Th
bo

munication of electoral complaints and appeals.

full and transparent implementation of each electoral process constitutes the basis for th

stgges: before, during and after the election.

0.3.3 Risk-based thinking

b electoral

Hy to achieve legitimacy. Collectively, these processes constitute an electoral event and occiir in three

P

n
r

® = =3

L c Q0T @

Lg'

$0 9001:2015, Quality management systems — Requirements

3.3 Risk-based thinking

0
Riisk- based thinking (see Clause A.4) is essentialfor achieving an effective quality man
s

bstem. The concept of risk-based thinking, has been implicit in previous editions

Imternational Standard including, for example;€arrying out preventive action to eliminate

pnconformities, analysing any nonconfeiimities that do occur, and taking action to
bcurrence that is appropriate for the efféots of the nonconformity.

b conform to the requirements of this International Standard, an organization needs to

mplement actions to address riskis and opportunities. Addressing both risks and oppo

ctablishes a basis for increasing the effectiveness of the quality management system, 3
proved results and preventing negative effects.

kample, a set of citcumstances that allow the organization to attract customers, devs
roducts and servicés, reduce waste or improve productivity. Actions to address oppo
hn also includé consideration of associated risks. Risk is the effect of uncertainty and
hcertainty catrhave positive or negative effects. A positive deviation arising from a risk car
h opportunity, but not all positive effects of risk result in opportunities.

pportunities can arise as a result of a situation favourable to achieving an intended r¢

agement
of this
botential
prevent

plan and
rtunities
chieving

bsult, for
lop new
rtunities
hiny such
provide

Th
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0.4 Relationship with other management system standards

IS0 9001:2015, Quality management systems — Requirements
0.4 Relationship with other management system standards

This International Standard applies the framework developed by ISO to improve alignment among
its International Standards for management systems (see Clause A.1).

This International Standard enables an organization to use the process approach, coupled with the

PDCA cy laand riclk bhacaod thinling +0 S lign oy tntagrata 1tc nnqln—" manacamant cuctan azith H«e
£+ HEH-oFHite grateH5qgH Y £ Y

requirerhents of other management system standards.

This Intgrnational Standard relates to ISO 9000 and ISO 9004 as follows:

— IS0 |9000 Quality management systems — Fundamentals and vocabulary provides essential
baclground for the proper understanding and implementation of this Internatignal Standard;

— IS0 9004 Managing for the sustained success of an organization — A quality mandgement approadh
proyides guidance for organizations that choose to progress beyond theyrequirements of th
Intefnational Standard.

wn

Annex B provides details of other International Standards on quality management and quality
manageinent systems that have been developed by ISO/TC 176.

This Int¢rnational Standard does not include requirements specific to other management systemis
such as |those for environmental management, occupationial health and safety management, ¢r
financial management.

Sector-specific quality management system standards based on the requirements of thjs
Internatfonal Standard have been developed for a number of sectors. Some of these standards specify
additionpl quality management system requirements, while others are limited to providing guidange
to the appplication of this International Standardwithin the particular sector.

A matriy showing the correlation between the clauses of this edition of this International Standard
and the previous edition (ISO 9001:2008)can be found on the ISO/TC 176/SC 2 open access web site
at: wwwliso.org/tc176/sc02/public.

NOTE 1 |Since the publication ofIS©9001:2015, and at the time of publication of this document, the revision of
ISO 9004 hjas been completed and\SO 9004:2018 has been published.

NOTE 2 [ISO9001:2015,Annexes A and B, referenced above, are not included in this document.

There is nlo sector-specific guidance.

Xii © IS0 2019 - All rights reserved
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Quality management systems — Particular requirements
for the application of ISO 9001:2015 for electoral
organizations at all levels of government

1 _Scope

1$0 9001:2015, Quality management systems — Requirements

1| Scope

This International Standard specifies requirements for a quality managemént system when an
ofganization:

a) needs to demonstrate its ability to consistently provide products and services that meet

customer and applicable statutory and regulatory requirements;and
b .

processes for improvement of the system and the assurance of conformity to cust
applicable statutory and regulatory requirements.

ahy organization, regardless of its type or size, or.thé products and services it provides.

1l the requirements of this International Standard a¥e‘generic and are intended to be appl

TE1 InthisInternational Standard, the termsi*product” or “service” only apply to products andl services
ifftended for, or required by, a customer.

TE2  Statutory and regulatory requiréments can be expressed as legal requirements.

aims to enhance customer satisfaction through the effective-application of the system,(:lnmcluding

er and

icable to

Thlis document specifies requiréments for a quality management system where an

or¢

NO

banization:

needs to demonstrate its.ability to manage elections by secretballot, to provide reliable, trg
free and fair results that comply with electoral requirements;

candidates, pelitical organizations and other electoral interested parties through thg
implementdtion of the electoral quality management system, including processes for
improvement.

TE 3  Electoral bodies can be constituted to reflect local legal requirements.

NO

TE4  Inthis document, the term “product” only applies to the electoral service provided by an ele

electoral

nsparent,

within the established legal framework, aims to enhance the trust and confidence of citizens,

effective
continual

toral body.

This document is applicable to the election period, including pre-election and post-election activities or
processes.

This document is applicable to all electoral bodies involved in any aspect of the electoral process,
whether they are permanent organizations or temporary organizations established in support of a
particular election period.

©lI
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2 Normative references

IS0 9001:2015, Quality management systems — Requirements
2 Normative references

The following documents, in whole or in part, are normatively referenced in this document and are
indispensable for its application. For dated references, only the edition cited applies. For undated
references, the latest edition of the referenced document (including any amendments) applies.

204 ray L= L L L L L L
ISO 900( LU LO, QUULILY TTIATIHYCTTIETIU SYSLETTLS — FUTtauaIriericdts urd vocuourar y

There is njo sector-specific guidance.

3 Terms and definitions

IS0 900[1:2015, Quality management systems — Requirements
3 Terms and definitions

For the gurposes of this document, the terms and definitions given in.ISO9000:2015 apply.

ISO and IHC maintain terminological databases for use in standardization at the following addresses}
— ISO Opline browsing platform: available at https://www.isg:0r

— IEC Electropedia: available at http://www.electropedia.org/

NOTE Concept diagrams explaining the thematic groupings in this clause are given in Annex A.

3.1 Terms related to electoral quality management system

3.1.1
electoral(body
public ingtitution having legal and-administrative responsibility for the preparation and conduct of
elections (3.2.7) according to the legal framework of the country

Note 1 to ¢ntry: The responsibility involves all aspects of conducting an election (3.2.7) and includes relafed
activities sjuch as referenda, gitizeén initiatives or revocation of the mandate and balloting.

3.1.2
outsourced electoralprocess
process that the electoral body (3.1.1) needs for its electoral quality management system (3.1.6) and that
the electofal bady chooses to have performed by an external party

3.1.3
ballot proposal
legislation proposal or policy question submitted for vote by the electorate (3.2.8)

Note 1 to entry: There are several types of ballot proposal. These differ based on who is motivating the ballot
proposal, whether it is a citizen or the legislature, and the people who are to form the electorate for the ballot
proposal.

Note 2 to entry: Proposals concerning the election (3.2.7) of candidates (3.2.1) for public office are generally not
considered to be ballot proposals.

3.1.4

electoral service development plan

specification of the requirements to be met by an electoral body (3.1.1) in the delivery of its electoral
service (3.1.5) in documented form

2 © IS0 2019 - All rights reserved


https://www.iso.org/obp/ui
http://www.electropedia.org/
https://standardsiso.com/api/?name=1b5bf7a6746a4964e00afd5799807fc7

ISO/TS 54001:2019(E)

3.1.5
electoral service
legal and administrative practices and processes performed by the electoral body (3.1.1)

Note 1 to entry: The electoral service is required to fulfil the electoral body’s responsibilities to the electorate
(3.2.8) and other electoral clients (3.1.10) in compliance with the legal framework.

3.1.6
electoral quality management system
quality management system for electoral bodies (3.1.1)

3.1.7
resolution of electoral disputes
process by which the electoral body (3.1.1) resolves disputes arising out of the electoral)procdss

3.1.8
challenge
action that questions an aspect of, or the entirety of, the electoral service (3.1.5)

Nofe 1 to entry: The distinction between a challenge and an electoral complaint (3.1.9) is that ap electoral
complaint is formally lodged with the competent electoral authority. Disputes include both challenges and
elertoral complaints.

3.1.9
elgctoral complaint
forimal challenge (3.1.8) expressing dissatisfaction

3.1.10
electoral client
pefson or organization that receives an electoral.$ervice (3.1.5)

Nofe 1 to entry: Electoral clients include voters, palitical organizations (3.2.2), candidates (3.2.1) and other people
or prganizations that receive electoral servigés) from the electoral body (3.1.1) according to the appljcable legal
ework.

Terms related to electoralinfrastructure and logistics

organization with similar political aims and opinions that seeks to influence public policy by getting its

registration of political organizations and candidates
process of registering the entitlement of political organizations (3.2.2) and candidates (3.2.1) to
participate in elections (3.2.7)

3.2.4
electoral logistics
process that establishes the steps needed to organize and conduct an election (3.2.7)

3.25

campaign financing oversight plan

document specifying the activities, responsibilities and resources for monitoring the finances of
political campaigns

© IS0 2019 - All rights reserved 3
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3.2.6

oversight of campaign financing

process for evaluating the mechanisms that regulate the legal framework and its enforcement
mechanisms for resources made available to candidates (3.2.1) or political organizations (3.2.2) within
an electoral process

3.2.7
election
occasion providing the means for an electorate (3.2.8) to communicate a choice by casting a vote

Note 1 to en ions

(3.2.2), or may be betwen bal

ot proposals (3.1.).

3.2.8
electoratp
group of geople in a country or other designated area who have the right to vote

3.29
voting equipment
object, deyice or implement for capturing the votes of the electorate (3.2.8)

3.2.10
electoraljeducation
process of informing people of the electoral system and electoral proeésses

Note 1 to pntry: Electoral education includes informing people of their democratic rights, eligibility to vte,
election (3]2.7) procedures, such as dates, times and places of votiag,registration of political organizations gnd
candidates|(3.2.3) requirements, and voting mechanisms and other,issues within the electoral process.

3.2.11
electoraljmaterials
documentation required to conduct an election (3.2:7) within local legal requirements

Note 1 to gntry: These electoral materials can differ from one country or area to another but generally incliide
items such|as laws and regulations, ballot papers;training manuals, election posters, essays, observation reports,
technical assessments, administrative guidelines, electoral forms and codes of conduct.

3.2.12
electoraljequipment
hardware|required to conductan élection (3.2.7) within local legal requirements

Note 1 to ¢ntry: Electoral eguipment can include ballot boxes and seals, voting compartments, furniture dnd
necessary femporary structures.

3.2.13
voter regjstry
database ¢f voters

3.2.14
voter list
part of voter registry (3.2.13) used by poll workers at each voting location (3.3.1)

3.3 Terms related to voting

3.3.1
voting location
venue containing one or more polling stations (3.3.2)

3.3.2
polling station
place where a voter can cast a vote in secret

4 © IS0 2019 - All rights reserved
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3.3.3

vote casting
act through which a voter expresses a preference for a candidate (3.2.1) who runs for public office or for
a ballot proposal (3.1.3)

:2019(E)

Note 1 to entry: Casting of the vote should be universal, secret and personal. See the Universal Declaration of
Human Rights referring to universal suffrage in Article 21, subsection (3): “The will of the people shall be the
basis of the authority of government; this will shall be expressed in periodic and genuine elections which shall
be by universal and equal suffrage and shall be held by secret vote or by equivalent free voting procedures.”[Z].

3.3.4

Vo
ev
dis

3.3
Vo
pr
an

3.3
pr
un
reg
de

3.3
de
pr
ele

3.3
off
fin|
an

3.3

sp
Vo

No
to
sed

3.3
ch
ba

fing incident
ent that is not part of the standard operation of the voting process and that causes,.0rn
ruption to or a reduction in the quality of the voting process

5

te counting

cess of taking account of votes cast by the electorate (3.2.8) in order to determine the final
electoral process

.6

pliminary election results

rertified information provided by the electoral body (3.1.1),.0f-any other lawfully design
rarding the outcome of the election (3.2.7), after the polls have closed but before the final
clared

7
claration of results

ction (3.2.7)

.8

icial election results

al declaration of the outcome of an glection (3.2.7), certified and issued by an electoral body
 other lawfully designated body,

9
piled ballot
ing card that is found.to-be defective by the local voting rules and not included in the vote

fe 1 to entry: Common’ examples of rules establishing criteria for treating a ballot as spoiled inc
mark the ballot-erCdefacing it, marking more choices than permitted, and filling a preference b
uence.

10
hllenged-ballot
lotofan individual that is challenged for eligibility

hay cause,

results of

hted body,
esults are

pcess of officially announcing the results of vete counting (3.3.5) to convey the validlity of the

(3.1.1),0r

count

ude failing
hllot out of

No

(e to emry Chattenged battotsare generatty hreldoutof the coumntima separate tistand onty

subsequent eligibility is established.
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4 Context of the organization

4.1 Understanding the organization and its context

and its
manage

The orga
NOTE 1

NOTE 2
technolog
national,

NOTE 3
culture, K

IS0 9001:2015, Quality management systems — Requirements
4.1 Understanding the organization and its context

The organization shall determine external and internal issues that are relevant to its purpose

ent system.
nization shall monitor and review information about these external and internal issues.

[ssues can include positive and negative factors or conditions for consideration.

Understanding the external context can be facilitated by considering issues afising from legd
ical, competitive, market, cultural, social and economic environments, whether internations

regional or local.

Understanding the internal context can be facilitated by considering/issues related to valug
nowledge and performance of the organization.

g

P

The electd

a) alterd
organ

b) econg
c) issueg
d) anyo

Each elect
resources

ral body should determine as part of the external issues:

tions to or revisions of legal regulations that.regulate the functioning of electoral

izations and processes;

mic and budgetary matters that influence the development of the electoral service;
related to electoral materials, especially technological equipment;

ther issues it considers pertinent.

oral body shall determine its internal issues, taking into account its organizational culty
policies, objectives, processes; etc.

4.2 Understanding the needs and expectations of interested parties

IS0 900

Due to t
and ser
organizg

1:2015, Quality management systems — Requirements

4.2 Understandingthe needs and expectations of interested parties

heir effe€tor potential effect on the organization's ability to consistently provide product

rices that meet customer and applicable statutory and regulatory requirements, th
tion.shall determine:

a) the

relevant

Terested parties that are Tetevant to the quatity management SyStenT;

b) therequirements of these interested parties that are relevant to the quality management system.

The organization shall monitor and review information about these interested parties and their

requirements.

wn

Electoral management bodies should identify the needs and expectations of interested parties that are
relevant to the quality management system. They could develop criteria to define electoral interested

parties us

ing [SO/TS 9002:2016.
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4.3 Determining the scope of the quality management system

4

IS0 9001:2015, Quality management systems — Requirements
.3 Determining the scope of the quality management system

The organization shall determine the boundaries and applicability of the quality management system
to establish its scope.

When determining this scope, the organization shall consider:

a

b

Anl

=

T
a
a
d
C
n|
0

the external and internal issues referred to in 4.1;

the requirements of relevant interested parties referred to in 4.2;

the products and services of the organization.

he organization shall apply all the requirements of this International Standatd if they are a
ithin the determined scope of its quality management system.

he scope of the organization's quality management system shall be-available and be m3
5 documented information. The scope shall state the types ef‘pfroducts and services
hd provide justification for any requirement of this Internatianal Standard that the org3
ptermines is not applicable to the scope of its quality managetnent system.

pt being applicable do not affect the organization's ability or responsibility to ensure the co
f its products and services and the enhancement of customer satisfaction.

pnformity to this International Standard may only be:claimed if the requirements determined as

bplicable

intained
covered,
nization

hformity

W
un

Unliversal Declaration of Human RightslZ] 6r the International Covenant on Civil and Political

Su
of

Sp

Thts document is applicable to elections at all levels of government, whether local, regional o

ere exclusions are made outside of Clause.8;«claims of conformity to this document are not 3
ess these exclusions resolve conflicts with the applicable legal framework and do not conti

bject to the stated scope of the felectoral quality management system (see 7.5.1), the req
this document apply to the electoral body’s implementation of the following electoral prd
ecified in Annex B:

voter registration;

registration of pelitical organizations and candidates;
electoral logistics;

vote casting;

vote/counting and declaration of results;

I national.
icceptable
favene the
Rightsl[8].

llirements
cesses, as

©lI

aloactaral education

crectorareauttatioiy

oversight of campaign financing;

resolution of electoral disputes.
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4.4 Quality management system and its processes

IS0 9001:2015, Quality management systems — Requirements
4.4 Quality management system and its processes
4.4.1 The organization shall establish, implement, maintain and continually improve a quality
management system, including the processes needed and their interactions, in accordance with the
requirements of this International Standard.
The organizationrshat-determitre-theprocess esThreedec eir
application throughout the organization, and shall:
a) determine the inputs required and the outputs expected from these processes;
b) determine the sequence and interaction of these processes;
c) determine and apply the criteria and methods (including monitoring, measurements and relatgd
perfprmance indicators) needed to ensure the effective operation and contr6l of these processes;
d) determine the resources needed for these processes and ensure their availability;
e) assign the responsibilities and authorities for these processes;
f) addfess the risks and opportunities as determined in accordaice with the requirements of 6.1
g) evalpate these processes and implement any changes needed to ensure that these processés
achipve their intended results;
h) impfove the processes and the quality management system.
4.4.2 TI the extent necessary, the organization shall:
a) maintain documented information to support the operation of its processes;
b) retajn documented information to have confidence that the processes are being carried out 3s
planined.
4.4.3 Fairness and impartiality..shall be ensured in elections. The electoral body shall implement
actions to|secure the integrity. of the electoral service, to ensure unimpeded observation of the electdral
process by accredited individuals, and to prevent abuse.
The electdral body shalbdetermine the boundaries and applicability of the electoral quality management
system to|establish its-scope (see Clause 1).
Processes|needed for the electoral quality management system referred to above shall include procesges
for managemeént activities, provision of resources, execution, measurement, analysis and improvemsgnt.
The electorat body shati mamage these processes i accordance Wit the TequiTements of this document.

NOTE

The extent of the electoral quality management system documentation can differ from one electoral
body to another due to the scope of the electoral quality management system.
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5 Leadership
5.1 Leadership and commitment

5.1.1 General

IS0 9001:2015, Quality management systems — Requirements

5.1 Leadership and commitment

5/1.1 General

Tpp management shall demonstrate leadership and commitment with respect'te thd quality
njanagement system by:

a) taking accountability for the effectiveness of the quality management system;

b) ensuringthatthe quality policy and quality objectives are establishedfor'the quality management
system and are compatible with the context and strategic directignyof the organization;

c] ensuringthe integration of the quality management system requiirements into the orgarjization's
business processes;

d) promoting the use of the process approach and risk-based thinking;
e) ensuring that the resources needed for the qualityxmanagement system are available;

f] communicating the importance of effective quality management and of conforming to thie quality
management system requirements;

ensuring that the quality management-system achieves its intended results;

h) engaging, directing and supporting persons to contribute to the effectiveness of th¢ quality
management system;

i) promotingimprovement;

j)l supporting other relevant management roles to demonstrate their leadership as it applies to
their areas of responsibility.

=z

OTE Reference\te/“business” in this International Standard can be interpreted broadly to mgan those
‘tivities that are~Core to the purposes of the organization's existence, whether the organization|is public,
private, for profiter not for profit.

Q

There is no.sector-specific guidance.

© IS0 2019 - All rights reserved 9
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5.1.2 Customer focus

IS0 9001:2015, Quality management systems — Requirements
5.1.2 Customer focus

Top management shall demonstrate leadership and commitment with respect to customer focus by
ensuring that:

a) customer and applicable statutory and regulatory requirements are determined, understood

Baickarntliz ot
and UTTSTSTCTIICTy TIICT,

b) the fisks and opportunities that can affect conformity of products and services and the ability t
enhdnce customer satisfaction are determined and addressed;

o

c) thefocus on enhancing customer satisfaction is maintained.

NOTE In addition to voters, candidates and political organizations, the electoral bédy can identify other
entities as plectoral clients.

5.2 Poljcy

5.2.1 Establishing the quality policy

IS0 900[1:2015, Quality management systems — Requirements

5.2 Poljcy

5.2.1 Establishing the quality policy

Top manfagement shall establish, implement and@aintain a quality policy that:

a) isappropriate to the purpose and contextof the organization and supports its strategic directio

=3
-

b) provides a framework for setting quality objectives;
c) inclydes a commitment to satisfy applicable requirements;

d) inclydes a commitment t¢ continual improvement of the quality management system.

There is njo sector-specific guidance.

5.2.2 C¢mmunicating the quality policy

IS0 900[1:2015, Quality management systems — Requirements

5.2.2 Communicating the quality policy
The quality policy shall:
a) be available and be maintained as documented information;

b) be communicated, understood and applied within the organization;

c) beavailable to relevant interested parties, as appropriate.

10 © IS0 2019 - All rights reserved
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The electoral quality policy shall:
— be available as documented information;

— Dbe available to interested parties, as appropriate.

5.3 Organizational roles, responsibilities and authorities

P

$09001:20715, Quality management systems — kKequirements

[9) 1

3 Organizational roles, responsibilities and authorities

Tpp management shall ensure that the responsibilities and authorities for relevanttoles are assigned,
pbmmunicated and understood within the organization.

(@]

Tpp management shall assign the responsibility and authority for:

a) ensuringthatthe quality management system conforms to the requirements of this Intefnational
Standard;

b) ensuring that the processes are delivering their intended outputs;

c] reporting on the performance of the quality management system and on opporturiities for
improvement (see 10.1), in particular to top management;

d) ensuring the promotion of customer focus throgghout the organization;

e) ensuring that the integrity of the quality_ management system is maintained when changes to
the quality management system are planfied and implemented.

Top management shall ensure that responsibilities and authorities are communicated within the
eldctoral body prior to the election.ptocess, that responsibilities are implemented and that electoral
clients are informed (as appropriate)yof the division of responsibilities.

© IS0 2019 - All rights reserved 11
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6 Planning

6.1 Actions to address risks and opportunities

IS0 9001:2015, Quality management systems — Requirements
6.1 Actions to address risks and opportunities

6.1.1 When planning for the quality management system, the organization shall consider the issues
referred to in 4.1 and the requirements referred to in 4.2 and determine the risks and opportunities

that neegl to be addressed to:

a) givelassurance that the quality management system can achieve its intended result(s);
b) enhdnce desirable effects;

c) prevent, or reduce, undesired effects;

d) achipve improvement.

6.1.2 The organization shall plan:

a) actigns to address these risks and opportunities;

b) howlto:

1) |ntegrate and implement the actions into its quality mahagement system processes (see 4.4));

<

2) pvaluate the effectiveness of these actions.

Actions faken to address risks and opportunities sh@ll be proportionate to the potential impact dn
the confprmity of products and services.

NOTE 1 | Options to address risks can include aveiding risk, taking risk in order to pursue an opportunity,
eliminatipg the risk source, changing the likelilood or consequences, sharing the risk, or retaining risk by
informed|decision.

NOTE 2 | Opportunities can lead to-the' adoption of new practices, launching new products, opening negw
markets, [addressing new customers,-building partnerships, using new technology and other desirable arjd
viable pofsibilities to address the.organization's or its customers' needs.

6.1.3 Tdp managementshall ensure that:

a) the planning of\the electoral quality management system includes planning for all electoral
procegses (seed!3);

b) all plgnning and processes protect the fundamental rights of electoral clients.

12 © IS0 2019 - All rights reserved
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6.2 Quality objectives and planning to achieve them

:2019(E)

IS0 9001:2015, Quality management systems — Requirements
6.2 Quality objectives and planning to achieve them

6.2.1 The organization shall establish quality objectives at relevant functions, levels and processes
needed for the quality management system.

The quality objectives shall:

a

b

(=) N |

he organization shall maintain documented information‘@n’the quality objectives.

be consistent with the quality policy;

be measurable;

take into account applicable requirements;
be relevant to conformity of products and services and to enhancement of customer sati
be monitored;

be communicated;

be updated as appropriate.

2.2 When planning how to achieve its quality objectives, the organization shall determinle:

what will be done;

what resources will be required;
who will be responsible;

when it will be completed;

how the results will be evaluated.

sfaction;

There is no sector-specifidguidance.

6.3

Planning of changes

c\~

$0 9001:2015, Quality management systems — Requirements
3 Planning of changes

When“the organization determines the need for changes to the quality management sy{

harfoos chall ho carried qutin anlanned manner (coo 4 4)
C
HRgesSHaH-be-earea ol piaileamaiRerS = oy 1

tem, the

a)
b)
9
d)

The organization shall consider:

the purpose of the changes and their potential consequences;
the integrity of the quality management system;
the availability of resources;

the allocation or reallocation of responsibilities and authorities.

There is no sector-specific guidance.

© IS0 2019 - All rights reserved
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7 Support
7.1 Resources

7.1.1 General

IS0 9001:2015, Quality management systems — Requirements

7.1 Resources

7.1.1 Ge¢neral

The organization shall determine and provide the resources needed for the establishmen
implementation, maintenance and continual improvement of the quality management system.

K

The orgdnization shall consider:
a) the ¢apabilities of, and constraints on, existing internal resources;

b) whaf needs to be obtained from external providers.

There is njo sector-specific guidance.

7.1.2 People

IS0 900[1:2015, Quality management systems — Requiréments
7.1.2 P¢ople

The orggnization shall determine and provide the.persons necessary for the effective implementatidn
of its quglity management system and for the pperation and control of its processes.

There is nlo sector-specific guidance.
7.1.3 Infrastructure

7.1.3.1 [General

IS0 900[1:2015, Quality management systems — Requirements
7.1.3 Infrastructure

The orgpnization shall determine, provide and maintain the infrastructure necessary for the
operatioh of its processes and to achieve conformity of products and services.

NOTE Infrastructure can include:

a) buildings and associated utilities;

b) equipment, including hardware and software;
c) transportation resources;

d) information and communication technology.

14 © IS0 2019 - All rights reserved
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candidates

:2019(E)

Infrastructure for voter registration and registration of political organizations and

Top management shall specify the information system requirements necessary to support the voter-
registration electoral process and registration-of-political-organizations-and-candidates electoral
process, including:

a)
b)
A
d)
NO|

7.1
Th

b)

In

7.1

Th
to

NO|
(e-g

7.1

ith the requirements of 8.7.

data integrity and availability;

information security;

privacy/confidentiality issues;
voters’ personal information.

TE ISO/IEC 27000 provides guidance on information security management systents.

.3.3 Infrastructure for electoral logistics

e electoral service development plan shall specify minimum requirements for:
physical security and neutrality of the voting location;

process equipment including voting equipment.

Fhe event that voting equipment is found to be nonconforming, it shall be dispositioned in a

.3.4 Infrastructure for vote casting

e electoral body shall take reasonable actiorns to ensure access for disabled and special-neg
voting locations and voting equipment necessary for their use.

TE In cases where ensuring access is-difficult, the electoral body can provide alternative mean
. postal ballot), the aim being to ensntethat every eligible voter can participate in elections.

.3.5 Infrastructure for vote counting and declaration of results

e electoral service development plan shall specify minimum requirements for:
the physical secufity and neutrality of the counting locations;

the protection of electoral materials (e.g. ballots before and after election day);

systems-for communicating voting outcomes.

ccordance

tds people

5 for voting

© IS0 2019 - All rights reserved
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7.1.4 Environment for the operation of processes

IS0 900

NOTE

a) socigl (e.g. non-discriminatory, calm, non-confrontational);
b) psychological (e.g. stress-reducing, burnout prevention, emotionally protective);
c) physical (e.g. temperature, heat, humidity, light, airflow, hygiene, noise).

These fagtors can differ substantially depending on the products and services provided.

1:2015, Quality management systems — Requirements

7.1.4 Environment for the operation of processes

The organization shall determine, provide and maintain the environment necessary for the operation
of its processes and to achieve conformity of products and services.

A suitable environment can be a combination of human and physical factors, such as:

The elect

environmgntal codes and physical safety protocols.

NOTE 2

The elect:r;ral body shall specify (in the electoral service development plan) the requirements for

work envi

a) thep
and p

b) the placement and minimum separation of polling-stations within the voting location;

c) adeqyate physical infrastructure to ensure continuous and effective operation;

d) acces

e) unimpeded ingress and egress for voters and workers to and from the voting location;

f) apprdpriate labelling to identify polling stations.

16

bral body shall be responsible for compliance with all local building, health, safety 3
Examples of physical safety protocols include arrangements with police and other security forces.
onment applicable to voting locations. At a minimum, thése requirements shall address:

rovision of sufficient and appropriate storage space'for electoral materials, voter registr
plitical organization/candidate registries;

5 for persons with disabilities;

nd

he

ies
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7.1.5 Monitoring and measuring resources

7.1.5.1 General

IS0 9001:2015, Quality management systems — Requirements
7.1.5 Monitoring and measuring resources

7.1.5.1 General

—

e organization shall determine and provide the resources needed to ensure valid and reliable
psults when monitoring or measuring is used to verify the conformity of products and.séfvices to
bquirements.

—~ =

The organization shall ensure that the resources provided:

QO

are suitable for the specific type of monitoring and measurement activities being underftaken;
are maintained to ensure their continuing fitness for their purpose:

b
The organization shall retain appropriate documented information asyevidence of fitness for{purpose
of the monitoring and measurement resources.

There is no sector-specific guidance.

7.1.5.2 Measurement traceability

1$0 9001:2015, Quality management systems — Requirements

1.5.2 Measurement traceability

ssential part of providing confidencein the validity of measurement results, measuring equipment

7

When measurement traceability is a_requirement, or is considered by the organization ffo be an
e

shall be:

a) calibrated or verified, oriboth, at specified intervals, or prior to use, against meagurement
standards traceable~to/ international or national measurement standards; when [no such
standards exist, the basis used for calibration or verification shall be retained as docimented
information;

b) identified imerder to determine their status;

c] safeguarded from adjustments, damage or deterioration that would invalidate the calibration
status\and subsequent measurement results.

The-6rganization shall determine if the validity of previous measurement results has been ddversely
affected when measuring equipment is found to be unfit for its intended purpose, and shall take
appropriate action as necessary.

Voting equipment shall:
— be safeguarded from adjustments that would invalidate the voting result;
— be audited by a competent, independent, non-partisan authority.

In addition, the electoral body shall assess and record the validity of previous results when voting
equipment is found not to conform to requirements. The electoral body shall take appropriate action on
the voting equipment and any electoral materials affected.

© IS0 2019 - All rights reserved 17
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When used in voting equipment, the ability of computer software to satisfy the intended application
shall be confirmed. This shall be undertaken prior to initial use and reconfirmed as necessary.

7.1.6 Organizational knowledge

IS0 9001:2015, Quality management systems — Requirements
7.1.6 Organizational knowledge

The organization shall determine the knowledge necessary for the operation of its processes and to
achieve ¢onformity of products and services.

This kngwledge shall be maintained and be made available to the extent necessary.

When addressing changing needs and trends, the organization shall consider its currentknowledge
and determine how to acquire or access any necessary additional knowledge and required updates

NOTE 1 | Organizational knowledge is knowledge specific to the organization; it is(generally gained hy
experienge. It is information that is used and shared to achieve the organization's objectives.

NOTE 2 | Organizational knowledge can be based on:
a) internal sources (e.g. intellectual property; knowledge gained from experience; lessons learned from

failures alnd successful projects; capturing and sharing undocumented knowledge and experience; the results
of improyements in processes, products and services);

—_—

b) extermal sources (e.g. standards; academia; conferences; gatheting knowledge from customers or externp
providersg).

There is nlo sector-specific guidance.
7.2 Competence

7.2.1 General

IS0 90001:2015, Quality management systems — Requirements
7.2 Competence
The orgdnization shall:

a) determine the negessary competence of person(s) doing work under its control that affects the
perfprmance and-effectiveness of the quality management system;

b) ensyre that.these persons are competent on the basis of appropriate education, training, ¢r
expégrience;

c) where applicable, take actions to acquire the necessary competence, and evaluate the
effectiveness of the actions taken;

d) retain appropriate documented information as evidence of competence.

NOTE Applicable actions can include, for example, the provision of training to, the mentoring of, or the re-
assignment of currently employed persons; or the hiring or contracting of competent persons.

7.2.2 General for the electoral body

The electoral body shall ensure that electoral body personnel are competent on the basis of appropriate
education, training or experience. It shall ensure that all professional staff of the electoral body are
selected through competence-based competitive public recruitment processes.
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The electoral body shall define (in the electoral service development plan) the roles required to execute
the applicable electoral processes and any associated education, training, skills or experience required

to

execute each role.

NOTE1 Roles to be defined in the electoral service development plan can include, among other
registrar, statistician, professional, topographer, civil engineer and poll worker.

s, director,

NOTE 2  Applicable actions can include, for example, the provision of training to, the mentoring of or the re-
assignment of currently employed persons, or the hiring or contracting of competent persons.

7.2.3Education and training of poll workers

Th

e electoral body shall ensure that poll workers have successfully completed training{see

for{ their role. It shall demonstrate regular investment into continuing education and training

7.

3 Awareness

7.5.4.4, )]
bf all staff.

\]_

d

$0 9001:2015, Quality management systems — Requirements

3 Awareness

The organization shall ensure that persons doing work under theorganization's control are 3

the quality policy;
relevant quality objectives;

their contribution to the effectiveness of the quality management system, including the
of improved performance;

the implications of not conforming with\the quality management system requirements.

yware of:

benefits

Th

e electoral body shall have a processito monitor the extent to which its personnel are aw4

the¢y contribute to the achievementofithe electoral quality objectives.

7.4 Communication

ire of how

\]~

=3 =

$0 9001:2015, Qualityy management systems — Requirements

4 Communicatien

he organization shall determine the internal and external communications relevant to th
Janagementsystem, including:

ormiwhat it will communicate;

e quality

when to communicate;

¢) with whom to communicate;

) how to communicate;

e) who communicates.

Th

©lI

ere is no sector-specific guidance.
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7.5 Documented information

7.5.1 General

IS0 9001:2015, Quality management systems — Requirements
7.5 Documented information

7.5.1 General

The orga
a) doct
b) docy

of th

NOTE
organizaf

— thes
— thedg

— thedg

nization's quality management system shall include:
Imented information required by this International Standard;

mented information determined by the organization as being necessary for the effectivene;s
e quality management system.

ion to another due to:
ize of organization and its type of activities, processes, products and ser¥iges;
omplexity of processes and their interactions;

ompetence of persons.

The extent of documented information for a quality management system(an differ from one

The electd

ral body shall establish and maintain electoral documentation that includes:

— an exg)licit statement of the scope of the electoral quality\thanagement system, includinga declarat

ident
docur

— aspe
delive

NOTE 2
body to an

NOTE 3
IS0 9001:2

7.52 C

fying the electoral processes (see Clause 1) that are in scope for the implementation of t
hent;

cification for an electoral service development plan to control the design, development g
ry of the electoral service, or reference to it.

The extent of the electoral quality management system documentation can differ from one electd
bther due to the scope of the electoral quality management system.

Although the term “documrented information” replaces the terms “documents” and “records’
015, in this document, the previously used terms “document” and “record” have been applied.

‘eating and updating

on
his

nd

ral

ISO 900
7.5.2 Cj
When cr

1:2015, Quality management systems — Requirements

reating'and updating

pating and updating documented information, the organization shall ensure appropriate:

a) identification and description (e.g. a title, date, author, or reference number);
b) format (e.g.language, software version, graphics) and media (e.g. paper, electronic);

c) review and approval for suitability and adequacy.

There isn

20

o sector-specific guidance.
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7.5.3 Control of documented information

IS0 9001:2015, Quality management systems — Requirements
7.5.3 Control of documented information

7.5.3.1 Documented information required by the quality management system and
International Standard shall be controlled to ensure:

a) itisavailable and suitable for use, where and when it is needed;

by this

b) itisadequately protected (e.g. from loss of confidentiality, improper use, or loss of integrity).
7|5.3.2 For the control of documented information, the organization shall address the following
aftivities, as applicable:
a) distribution, access, retrieval and use;
b) storage and preservation, including preservation of legibility;
c] control of changes (e.g. version control);
d) retention and disposition.
Diocumented information of external origin determined by<the organization to be necessarly for the
planning and operation of the quality management system(shall be identified as appropriatg, and be
cpntrolled.
Dlocumented information retained as evidence of~¢énformity shall be protected from unjntended
ajterations.
NOTE Access can imply a decision regardingthe permission to view the documented informatidn only, or
the permission and authority to view and change the documented information.
7.3.3.3 Documented information tequired by the electoral quality management system ahd by this
dofument shall be controlled in,accordance with ISO 9001:2015, 7.5.3.
NOTE Access to electoraltecords by political organizations and election observers can be requirdgd by law as

a npeans of ensuring transparency of the electoral process.

.3.4 Minimum documentation requirements

.3.4.1 General

display a unique identifier and revision number;

hdditionto document-specific content, documents identified in the electoral documentatiopn shall:

include a title;
be identified with the date of issue;

be affixed with an approval signature or equivalent authentication;

be subject to controls to prevent their unintended use when rendered obsolete or superseded, and

have a suitable identification applied to them if they are retained for any purpose.

Electoral documentation shall specify the level of approval required for each identified document.

© IS0 2019 - All rights reserved
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7.5.4.2 For voter registration

The electoral body shall establish and maintain a document that specifies, in addition to the
requirements of 7.5.4.1, the following:

a) the minimum requirements to be met for an individual to register or be registered to vote;

b) the means ofidentification (including documentation, as necessary) to be followed when registering
individuals to vote or updating registration information.

he
to
he

a) the offficial application form;

b) the rggistration record (see 7.5.6.3);
c) theinstrument and supporting documentation to be filed to register a challenge;

d) the cifcumstances under which a party may be de-registered.

7.5.4.4 [or electoral logistics

The electoral body shall establish and maintain a docwment that specifies, in addition to the
requiremg¢nts of 7.5.4.1, the work instructions for proyisioning, staffing and setting up the vot|ng
location, ihcluding the following:

a) configuring the voting location;

b) procurement guidelines for the transparentpurchasing of electoral materials;

c) securfng electoral materials prior to.opening the voting location, and during and after the vote;
d) installing and testing voting equiptent;

e) creating and updating electeral maps;

f) identifying, selecting and-training election officials.

NOTE Where appropriate, the organization can use installation instructions from equipment manufacturgrs,
provided they are controlled in accordance with 7.5.4.1.

The electgral body shall establish and maintain training materials for poll workers.

7.5.4.5 or vote casting

The electoral body shall establish and maintain a document that specifies, in addition to the
requirements of 7.5.4.1, work instructions for the following:

a) confirming voter registration prior to voting;
b) monitoring the voting location during the voting period;

c) recording voting incidents.
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7.5.4.6 For vote counting and the declaration of results
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The electoral body shall establish and maintain a document that specifies, in addition to the
requirements of 7.5.4.1, work instructions and criteria for ensuring the integrity of the count, including

the following:

a) statement and public posting of election results;

b) statement of observed proceedings-electoral disputes (challenge documents);
c) official declaration of the election results.

7.3.4.7 For electoral education

The electoral body shall establish and maintain documents that specify, in addition.to.the req
of .5.4.1, the following:

a)

b)

a citizen electoral education plan that documents the purpose, strategy, audience,
resourcing, responsibilities and schedule for the electoral education programme;

any procedures or work instructions needed to implement the citizen electoral educatiorx

7.3.4.8 For the oversight of campaign financing

Th

e electoral body shall establish and maintain a documeénted plan for the oversight of

finpncing to define, in addition to the requirements of £5.4.1, the responsibilities and req
for] planning and conducting an oversight of campaign.financing, establishing records and
regults.

NOTE Issues to be addressed in the campaign:financing oversight plan include requirements f

cal

avgilable financial reports of political organizations.

7.3.4.9 For dispute resolution

Th
of

g electoral body shall establish and maintain documents specifying, in addition to the req
7.5.4.1, the working procedures and instructions needed for electoral dispute resolution

procedures shall describethe“dispute application process and shall include the date of the dj
lodation of the dispute, the.type of dispute and interested parties.

NOTE1 The type pfdiSpute can refer to a candidate, electoral results, political organization or votg

NOTE 2  Dispute-resolution documentation can include documents that outline the timeline for the
of disputes, regulations regarding locus standi for disputes, evidentiary standards for disputes, and who rules for
coqt responsibilities for disputes.

NOTE3, ¥ ISO 10003 provides guidance for dispute resolution.

llirements

approach,

plan.

campaign
lirements
reporting

or funding

culations based upon results of previous elections, or other relevant criteria and requirements for publicly

nirements
. Working
spute, the

LTS,

resolution

7.5.5 Control of records

Re

cords established to support legal proceedings shall be identified and controlled.

7.5.6 Minimum records requirements

7.5.6.1 General

In addition to record-specific content, all records identified in the electoral documentation shall display:

a)
b)

©lI

a unique identifier;

a date of execution;

SO 2019 - All rights reserved
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c) asignature or equivalent authentication from the entity that executed the record.

7.5.6.2 For voter registration

The voter registration electoral process shall generate information that can be used to produce official
voter information as an output record of the process. In addition to the requirements of 7.5.6.1, this
record shall include, at a minimum, the following information for each registered voter:

a) firstand last name;

b) birth date;

c) placelof birth;

d) addrgss;

e) valid |dentification;

f) constjtuency where voting;
g) genddr.

NOTE Additional information can include date of inscription and civil status;

7.5.6.3 For the registration of political organizations and candidates

The electgral process for the registration of political organizations and candidates shall produce|an
official registration list as an output record of the process.dn ‘addition to the requirements of 7.5.¢.1,
for each registered political organization, this record sshall include, at a minimum, the follow|ng
informatipn:

a) articles of incorporation;

b) declaration of political principles or political platform (or reference thereto);
c) statufes, rules or procedures (or reference thereto);

d) namep of authorities/representatives;

e) addrgss or contact details of persons representing the political organization;

f) endorsements (signatureS’or other as established by law).

In additiop to the requirements of 7.5.6.1, for each registered candidate, this record shall include, 4t a
minimum| the following information:

— alett¢r or endorsement document from political organizations (except for independent candidates)
or thq official results of a primary election;

— full nanre;

— government-issued identity number;

— address;

— proof of having met specific requirements established by law (for independent candidates).
The electoral body shall further establish requirements for the following:

— the official application form;
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the registration record, including:
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— an explicit statement indicating whether there are legal requirements for gender-specific

quotas for candidate registration;

— adeclaration of the percentage of male and female candidates actually registered, if
requirements exist;

such legal

— acertification that the actual registration percentages meet the above-cited legal requirements,

if such requirements exist;

the instrument and supporting documentation to be filed to register a challenge.

7.3.6.4 For electoral logistics

co
sh

a)
b)
‘)
d)
e)
f)
g)

Th

ThlEl electoral logistics process shall produce an output record that formally attests’to the s3

pletion of configuration of the voting location. In addition to the requirements of 7.5.6.1, t
1l include, at a minimum, the following information:

unique identifier for the polling station;

location of the voting location;

list of poll workers assigned to the voting location;

number of registered voters per voting location;

number of polling stations per voting location;

reference to the configuration work instruction(s) [see 7.5.4.4, a)];

an affirmation that the voting location”was configured according to the referen
instruction(s), including criteria to .ensure that the voting location and polling static
adequate size and resources to facilitate voting.

e process for electoral logistics and planning shall produce a training record that formallyj

the satisfactory completion of poll worker training (see 7.5.4.4) for each poll worker. In addif
requirements of 7.5.6.1, this récord shall include, at a minimum, the following information:

N

poll-worker name;

reference to the poll-worker training curriculum;
reference to,the poll-worker training completed;
date ofdrdining;

ap-affirmation that the training was completed successfully.

tisfactory
his record

ced work
ns are of

attests to
ion to the

TE Itisbhest practice to ensure that the electoral bady is rpcpnncihlp for printing and distribut

ing ballots.

7.5.6.5 For vote casting

The vote casting electoral process shall ensure ballot secrecy and shall produce an official record of
voting for each voting location as an output record of the process. In addition to the requirements of
7.5.6.1, this record shall include, at a minimum, the following information for each voter:

a)
b)

‘)

©lI

name;
unique voter identifier;

date that vote was cast;

SO 2019 - All rights reserved
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d) voter signature or other indication.

NOTE

Examples of other authentication mechanisms include photographs or biometric data.

7.5.6.6 For vote counting and the declaration of results

The electoral process for vote counting, tabulation and the declaration of results shall produce an
electoral statement as an output record of the process. In addition to the requirements of 7.5.6.1, this
record shall include, at a minimum, the following information for each polling station and for higher
levels of aggregation and tabulation and for each office or ballot proposal being voted upon:

a) unique identifier of the polling station;

b)
‘)
d)
€)
f)
g)
h)

num

num

num

num

num

num

er of voters who voted;

er of votes accrued by each political organization, candidate or alternative;
er of valid ballots;

er of rejected ballots;

er of blank ballots;

er of ballots received by the polling station;

affirmpation by an authorized election official that the count Was conducted according to

electd

NOTE

The elect
of results,

7.5.6.7

The elect
electoral

ral body’s requirements.
It is best practice to count unused ballots.

ral process for vote counting and declarationtof results shall produce an official declarat

For electoral education

7.5.6.8

pral education electoral process_shall produce all records specified for the process in
uality documentation (see 7:5.6.1).

or the oversight of campaign financing

The electaral process for thetoyersight of campaign financing shall produce all records specified in

campaign|financing oversight plan (see 7.5.4.8). At a minimum, records of campaign finance audits 3

their resufts shall be maintained (see 7.5.6.1).

7.5.6.9

or dispute resolution

The dispulte resolution electoral process shall produce all records necessary to produce a decision t
resolves thedispute. These shall include, at a minimum:

he

on

he

he
nd

nat

a) arequest for resolution, including:

b)

26

1) the date of the dispute;

2) thelocation of the dispute;

3) the type of dispute;

4) interested parties;

the resolution adopted;

the rationale for the decision;
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d) the evidence provided;

e) notice of the resolution.

8 Operation

8.1 Operational planning and control

IS0 9001:2015, Quality management systems — Requirements
8{1 Operational planning and control
The organization shall plan, implement and control the processes (see 4.4) needed to meet the
requirements for the provision of products and services, and to implement the actions determined in
Clause 6, by:
a) determining the requirements for the products and services;
b) establishing criteria for:
1) the processes;
2) the acceptance of products and services;
c] determining the resources needed to achievexeonformity to the product and| service
requirements;
d) implementing control of the processes in accordance with the criteria;
e) determining, maintaining and retaining.@ocumented information to the extent necessary:
1) to have confidence that the proeesses have been carried out as planned;
2) to demonstrate the conformity of products and services to their requirements.
The output of this planning shall be suitable for the organization's operations.
The organization shall contrel planned changes and review the consequences of unintended |changes,
tking action to mitigate any adverse effects, as necessary.
The organization shall ensure that outsourced processes are controlled (see 8.4).
Specifically, the©rganization shall ensure that outsourced electoral processes are controlled
Th outputof this planning shall be a documented electoral service development plan in a form suitable
for] the electoral body’s method of operations.
© IS0 2019 - All rights reserved 27
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8.2 Requirements for products and services

8.2.1 Customer communication

IS0 9001:2015, Quality management systems — Requirements
8.2 Requirements for products and services

8.2.1 Customer communication

Commuification with customers shall include:

a) proyiding information relating to products and services;
b) handling enquiries, contracts or orders, including changes;
c) obtdining customer feedback relating to products and services, including custothér complaints}

d) handling or controlling customer property;

e) estaplishing specific requirements for contingency actions, when relevant:

NOTE Electoral-client feedback can also include recognition and suggestions.

8.2.2 Dptermining the requirements for products and services

IS0 900[1:2015, Quality management systems — Requiréments
8.2.2 Dletermining the requirements for productsand services

When dgtermining the requirements for the products and services to be offered to customers, the
organizdtion shall ensure that:

a) the fequirements for the products and;services are defined, including:
1) hny applicable statutory and‘regulatory requirements;
2) those considered necessary by the organization;

b) the ¢rganization can meetthe claims for the products and services it offers.

There is njo sector-specifidguidance.
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8.2.3 Review of the requirements for products and services

8

IS0 9001:2015, Quality management systems — Requirements

.2.3 Review of the requirements for products and services

8.2.3.1 The organization shall ensure that it has the ability to meet the requirements for products
and services to be offered to customers. The organization shall conduct a review before committing
to supply products and services to a customer, to include:

delivery activities;

requirements not stated by the customer, but necessary for the specified or|intended use,

when known;

requirements specified by the organization;

statutory and regulatory requirements applicable to the products anid services;
contract or order requirements differing from those previously@xpressed.

he organization shall ensure that contract or order requirements differing from those pf
efined are resolved.

he customer's requirements shall be confirmed by the 6rganization before acceptance, ¥
Istomer does not provide a documented statement af.their requirements.

OTE In some situations, such as internet sales, aformal review is impractical for each order. In
bview can cover relevant product information, such\as’catalogues.

nd post-

eviously

vhen the

stead, the

8(2.3.2 The organization shall retain documented information, as applicable:
a) theresults of the review;
b) onany new requirements for'the products and services.
8.4.3.3 Records from requirements reviews shall include, in addition to the requirements|of 7.5.4.1,
the following:
a) | issues addressedduring the review;
b) | any decisiéns‘taken or actions assigned to ensure that requirements are complete, ungmbiguous
and not-nconflict with each other.
8.2.4 < Changes to requirements for products and services

8

IS0 9001:2015, Quality management systems — Requirements

.2.4 Changes to requirements for products and services

The organization shall ensure that relevant documented information is amended, and that relevant
persons are made aware of the changed requirements, when the requirements for products and
services are changed.

There is no sector-specific guidance.
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8.3 Design and development of products and services

8.3.1 General

IS0 9001:2015, Quality management systems — Requirements
8.3 Design and development of products and services

8.3.1 General

The orgdnization shall establish, implement and maintain a design and development process that |s
appropriate to ensure the subsequent provision of products and services.

There is nlo sector-specific guidance.

8.3.2 Dgpsign and development planning

IS0 900[1:2015, Quality management systems — Requirements

8.3.2 Design and development planning
In determining the stages and controls for design and development, the organization shall considei|:
a) the fature, duration and complexity of the design and development activities;

b) the fequired process stages, including applicable design and development reviews;
c) the fequired design and development verification and'validation activities;

d) the fesponsibilities and authorities involved inithe design and development process;

e) the [internal and external resource needs-for the design and development of products and
servjices;

~

f) the ]:eed to control interfaces between persons involved in the design and development procesk;
g) the peed for involvement of customers and users in the design and development process;
h) the fequirements for subsequent provision of products and services;

i) the level of control expected for the design and development process by customers and othé¢r
releyant interested parties;

j) the dlocumented information needed to demonstrate that design and development requirements
have been met:

Figure 3 ghows how the different stages of a design and development process interact with each other
and can be used as a means to establish this process as part of the quality management system.
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Design review
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Figure 3 — Design and development process

The electoral body shall document design and\development planning within an electorpl service

de

relopment plan (see 7.5.1) that specifies, ini@ddition to the requirements of 7.5.2, the follow

the design and development stages and-their required input and output documents;

the responsibilities and @uthorities for design and development;
necessary design and dévelopment resources;

an activity-based\design and development schedule.

ing:

the review, verification and validdtion processes and documentation that are required by each
design and development stage;
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8.3.3 Design and development inputs

IS0 9001:2015, Quality management systems — Requirements
8.3.3 Design and development inputs

The organization shall determine the requirements essential for the specific types of products and
services to be designed and developed. The organization shall consider:

a) functional and performance requirements;

b) infofmation derived from previous similar design and development activities;
c) statyitory and regulatory requirements;
d) stanfdards or codes of practice that the organization has committed to implement;

e) potgntial consequences of failure due to the nature of the products and services!

Inputs SIIall be adequate for design and development purposes, complete and unambiguous.
Conflicting design and development inputs shall be resolved.

The orgdnization shall retain documented information on design and’development inputs.

There is nlo sector-specific guidance.

8.3.4 Dgpsign and development controls

ISO 900[1:2015, Quality management systems — Requirements

8.3.4 Dpsign and development controls

The orgdnization shall apply controls to the design and development process to ensure that:
a) the fesults to be achieved are defined;

b) revigws are conducted to evaluate the ability of the results of design and development to meget
reqyirements;

c) verification activities-are conducted to ensure that the design and development outputs megt
the input requirements;

d) validation activifies are conducted to ensure that the resulting products and services meet the
requirements for the specified application or intended use;

e) any hecessary actions are taken on problems determined during the reviews, or verification and
validldtion activities;

f) documented information of these activities is retained.

NOTE Design and development reviews, verification and validation have distinct purposes. They can be
conducted separately or in any combination, as is suitable for the products and services of the organization.

Records from design and development reviews shall include, in addition to the requirements of 7.5.4.1,
the following:

— issues addressed during the design and development review;

— any decisions taken or actions assigned to ensure the conformity of design and development
activities and outputs to the provisions of the electoral service development plan.
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Records of the results of verification shall include, in addition to the requirements of 7.5.6.1, the
following:

issues identified during verification;

necessary actions taken to resolve verification issues.

8.3.5 Design and development outputs

IS0 9001:2015, Quality management systems — Requirements

8
T

T

he organization shall ensure that design and development outputs:

3.3 Design and development outputs

meet the input requirements;
are adequate for the subsequent processes for the provision of products and services;

include or reference monitoring and measuring requirements, as“appropriate, and ac
criteria;

specify the characteristics of the products and services that are essential for their
purpose and their safe and proper provision.

he organization shall retain documented information on design and development outputs.

Ceptance

ntended

There is no sector-specific guidance.

.3.6 Design and development changes

$0 9001:2015, Quality management systems — Requirements

\OJ

3.6 Design and developmentchanges

he organization shall identify, review and control changes made during, or subsequen

Hverse impact on conformity to requirements.

he organization shall retain documented information on:
design and'development changes;

the results of reviews;

therauthorization of the changes;

psign and development of products and services, to the extent necessary to ensure that thlere is no

t to, the

the actions taken to prevent adverse impacts.

Th

©lI

ere is no sector-specific guidance.
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8.4 Control of externally provided processes, products and services

8.4.1 General

IS0 9001:2015, Quality management systems — Requirements
8.4 Control of externally provided processes, products and services

8.4.1 General

The orgdnization shall ensure that externally provided processes, products and services conform to
requirements.

The orghnization shall determine the controls to be applied to externally provided jprocesse
productg and services when:

iz

a) products and services from external providers are intended for incorpérdtion into the
orgdnization's own products and services;

b) products and services are provided directly to the customer(s) by external providers on behallf
of tHe organization;

c) aprocess,or part of a process, is provided by an external providet as'a result of a decision by the
orgdnization.

The orggnization shall determine and apply criteria for thelevaluation, selection, monitoring ¢f
performfance, and re-evaluation of external providers, based en their ability to provide processes ¢r
productg and services in accordance with requirements:The organization shall retain documentegd
information of these activities and any necessary actionsarising from the evaluations.

National laws can apply to the purchasing process.

8.4.2 Type and extent of control

IS0 900[1:2015, Quality management systems — Requirements
8.4.2 Type and extent of contro}l

The orgfnization shall ensure’ that externally provided processes, products and services do nt
adverselly affect the organization's ability to consistently deliver conforming products and servicg¢s
to its cugtomers.

The orggnizationshall:

a) ensyre ,that externally provided processes remain within the control of its qualify
marnfagement system;

b) define both the controls that it intends to apply to an external provider and those it intends to
apply to the resulting output;

c) takeinto consideration:

1) the potential impact of the externally provided processes, products and services on the
organization's ability to consistently meet customer and applicable statutory and regulatory
requirements;

2) the effectiveness of the controls applied by the external provider;

d) determine the verification, or other activities, necessary to ensure that the externally provided
processes, products and services meet requirements.
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There is no sector-specific guidance.

8.4.3 Information for external providers

IS0 9001:2015, Quality management systems — Requirements
8.4.3 Information for external providers

The organization shall ensure the adequacy of requirements prior to their communication to the
external provider.

The organization shall communicate to external providers its requirements for:
a) the processes, products and services to be provided;

b) the approval of:

1) products and services;

2) methods, processes and equipment;

3) therelease of products and services;

c] competence, including any required qualification of persous;

d) the external providers' interactions with the organization;

e) control and monitoring of the external providers! performance to be applied by the orgapization;

f] wverification or validation activities that the\organization, or its customer, intends to pgrform at
the external providers' premises.

To| the extent required for traceability,“the electoral body shall maintain relevant purchasing
information.
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8.5 Production and service provision

8.5.1 Control of production and service provision

ISO 900

Controll

iy

2)

c) the
that
sery

e) the:

1:2015, Quality management systems — Requirements

8.5 Production and service provision

8.5.1 Control of production and service provision

The orgdnization shall implement production and service provision under controlled conditions,

bd conditions shall include, as applicable:

a) the gvailability of documented information that defines:

hctivities to be performed;

the results to be achieved;

b) the qvailability and use of suitable monitoring and measuring resoufces;

ices, have been met;

d) the yise of suitable infrastructure and environment forthe operation of processes;

ippointment of competent persons, including ahy required qualification;

equent monitoring or measurement;
mplementation of actions to prevent human error;

mplementation of release,delivery and post-delivery activities.

the characteristics of the products to be produced, the services to be provided, or tHe

mplementation of monitoring and measurement activities.dat appropriate stages to verify
criteria for control of processes or outputs, and ace€ptance criteria for products and

validation, and periodic revalidation, ofithe ability to achieve planned results of the
esses for production and service provisien, where the resulting output cannot be verified Hy

ral body shall document the requirements for controls of electoral-service provision in
ervice development’plan (see 7.5.1).

f) the
prog
subs

g) thei

h) thei

The elect

electoral 5

Controlle

conditions shall further include, as applicable:

— the impiplementation of electoral-service release, delivery and follow-on activities;

— monifjoringref elections by accredited partisan and non-partisan national and/or internatio
obserfvers'or other external invitees;

an

nal

— contractually agreed access to all aspects of the electoral process.
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8.5.2 Identification and traceability

IS0 9001:2015, Quality management systems — Requirements
8.5.2 Identification and traceability

The organization shall use suitable means to identify outputs when it is necessary to ensure the
conformity of products and services.

The organization shall identify the status of outputs with respect to monitoring and measurement

Qi oo oo thvo oot o Aot o o d cazion e aaziol oo
r 4\1\,[11 CITICIILO LIIl UMSIIUML lJl UUULLIVIT dIITU OCI VIUU t.ll UVIOIUIL.

The organization shall control the unique identification of the outputs when traceabfility is a
re¢quirement, and shall retain the documented information necessary to enable traceability.

NOTE1  This includes monitoring of ballots and ballot boxes to ensure their processing’and transportation in
acdordance with electoral requirements.

NOTE 2  This is of particular importance on election day when it needs to be‘ensured that polling stations are
furctioning as required.

8.3.3 Property belonging to customers or external providers

1$0 9001:2015, Quality management systems — Requirenients
8(5.3 Property belonging to customers or external\providers

The organization shall exercise care with property belonging to customers or external groviders
while it is under the organization's control or bging used by the organization.

The organization shall identify, verify, protect and safeguard customers' or external pfoviders'
property provided for use or incorporation into the products and services.

When the property of a customer or external provider is lost, damaged or otherwise fou]Lnd to be
upsuitable for use, the organization shall report this to the customer or external provider and retain
dpcumented information on what has occurred.
N
e

OTE A customer's or external provider's property can include materials, components, fools and
Juipment, premises, intellectual property and personal data.

The electoral body.shall identify, verify, protect and safeguard the personal data provided.

8.5.4 Preservation

P

$0 9001:2015, Quality management systems — Requirements

8.5 4 Preservation

The organization shall preserve the outputs during production and service provision, to the extent
necessary to ensure conformity to requirements.

NOTE Preservation can include identification, handling, contamination control, packaging, storage,
transmission or transportation, and protection.

There is no sector-specific guidance.
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8.5.5 Post-delivery activities

IS0 9001:2015, Quality management systems — Requirements
8.5.5 Post-delivery activities

The organization shall meet requirements for post-delivery activities associated with the products
and services.

In determining the extent of post-delivery activities that are required, the organization shall

a) stat

c) the

consider

itory and regulatory requirements;

b) the Iotential undesired consequences associated with its products and services;

ature, use and intended lifetime of its products and services;

d) custpmer requirements;

e) custpmer feedback.

NOTE Post-delivery activities can include actions under warranty provisions, contractual obligations

such as njaintenance services, and supplementary services such as recycling or final disposal.
NOTE 2  |Post-delivery activities can also include follow-on activitiess such as contractual obligations (p.g.
maintenange services for voting equipment) and supplementary services (e.g. recycling or disposal of expendled
or unused glectoral materials).

8.5.6 Control of changes

IS0 900
8.5.6 C

The orga
necessat

The org
changes

1:2015, Quality management systems = Requirements

bntrol of changes

y to ensure continuing conformity with requirements.

hnization shall retain,decumented information describing the results of the review
the person(s) autherizing the change, and any necessary actions arising from the review.

nization shall review and control changes for production or service provision, to the extemt

hf

Changes i
developm

h the provision of the electoral service shall be specified in the documented electoral serv
ent plan.

ice
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8.6 Release of products and services

IS0 9001:2015, Quality management systems — Requirements
8.6 Release of products and services

The organization shall implement planned arrangements, at appropriate stages, to verify that the
product and service requirements have been met.

The release of products and services to the customer shall not proceed until the planned
art ClllsClllClltb }laVC ]UCCll oatiofa\,tu1 i}_y LUlllP}Cth, ull}Cbb Ut}lCl vV iDC appl UVCd lU_y dl C}CVClllt [e uthority

ahd, as applicable, by the customer.

The organization shall retain documented information on the release of products and-servjces. The
dpcumented information shall include:

a) evidence of conformity with the acceptance criteria;

b) traceability to the person(s) authorizing the release.

There is no sector-specific guidance.

8.7 Control of nonconforming outputs

P

$09001:2015, Quality management systems — Requirements

o]

7 Control of nonconforming outputs

2]

7.1 The organization shall ensure that outputs that do not conform to their requirenents are
dentified and controlled to prevent their unintended use or delivery.

e

The organization shall take appropriate-action based on the nature of the nonconformity and its
ffect on the conformity of products@nd services. This shall also apply to nonconforming products
hd services detected after delivery of products, during or after the provision of services.

D D

The organization shall deal with nonconforming outputs in one or more of the following ways:

<5

correction;

b) segregation, containment, return or suspension of provision of products and services;
c] informingthe customer;

obtaining authorization for acceptance under concession.

d
Cpnformity to the requirements shall be verified when nonconforming outputs are correcte(d.
8

7.2 The organization shall retain documented information that:

a) describes the nonconformity;
b) describes the actions taken;
¢) describes any concessions obtained;

d) identifies the authority deciding the action in respect of the nonconformity:.
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8.7.3 The electoral body shall ensure that nonconformities concerning the electoral service, voting
equipment and electoral materials are identified and controlled to prevent their unintended use or
delivery. This includes:

a) proce

sses within the electoral service that do not meet requirements;

b) voting equipment that does not meet verification criteria;

c) electoral materials that do not conform to requirements or acceptance criteria;

d) activities associated with the vote-casting electoral process that do not meet requirements.

NOTE 1
on an elect

NOTE 2
instructior
after being

NOTE 3
prior to us

The elect
responsib

voting equiipment and electoral materials.

The electd
invoke ph

NOTE 4
disabling t

9 Perf;
9.1 Mo

9.1.1 G

Examples of nonconforming service include failure of a voting location to open or be correctly)stafi
jion day:.

Examples of nonconforming electoral materials include printed materials, such as ballots or elect]
s that contain errors or otherwise do not meet acceptance criteria, or ballots that aré.déemed tain
cast.

b against performance standards.

bral body shall define (in the electoral service development planj the controls and relaf
ilities and authorities for dealing with nonconformities coneérning the electoral serv

ral body shall clearly label nonconforming electoral materials or voting equipment and sh
sical controls to prevent their use.

Physical controls can include isolation in a secure‘akea, using built-in access controls, or physic:
he nonconforming voting equipment (e.g. removing\power cord).

brmance evaluation
hitoring, measurement, analysis and evaluation

bneral

fed

ion
ted

Examples of nonconforming voting equipment are voting machines that are/found not to be veriffied

ed
ce,

all

11y

IS0 900

911 G

The orga

9.1 Monitoring, measurement, analysis and evaluation

1:2015, Quality management systems — Requirements

bneral

nizatienshall determine:

a) whar needs to be monitored and measured;

system.

b) the methods for monitoring, measurement, analysis and evaluation needed to ensure valid
results;

c) when the monitoring and measuring shall be performed;
d) when the results from monitoring and measurement shall be analysed and evaluated.

The organization shall evaluate the performance and the effectiveness of the quality management

The organization shall retain appropriate documented information as evidence of the results.

40
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The electoral body shall apply suitable methods for monitoring and, where applicable, measurement
of the electoral quality management system processes (see 4.3). These methods shall demonstrate the
ability of the processes to achieve planned results. When planned results are not achieved, correction
and corrective action shall be taken as appropriate.

NOTE When determining suitable methods, it is advisable that the electoral body considers th
extent of monitoring or measurement appropriate to each of its processes, in relation to their impact on the
conformity to electoral-service requirements and on the effectiveness of the electoral quality management system.

9.1.2 Customer satisfaction

e type and

$0 9001:2015, Quality management systems — Requirements

1.2 Customer satisfaction

he organization shall monitor customers' perceptions of the degree to which their ne
kpectations have been fulfilled. The organization shall determine the methods for o
onitoring and reviewing this information.

OTE Examples of monitoring customer perceptions can include customer surveys, customer
h delivered products and services, meetings with customers, market-share analysis, compliments,
aims and dealer reports.

eds and
btaining,

feedback
warranty

NO|
suj

9.1

veys, voter turnout rates and electoral-client complaints.

.3 Analysis and evaluation

TE2  Monitoring electoral-client perception can also include/obtaining information from voter opinion

c_

=

$0 9001:2015, Quality management systenis — Requirements

1.3 Analysis and evaluation

he organization shall analyse and evaluate appropriate data and information arisi
jonitoring and measurement.

he results of analysis shall-be‘used to evaluate:

conformity of products and services;

the degree of customer satisfaction;

the performance and effectiveness of the quality management system;
if planning has been implemented effectively;

the’effectiveness of actions taken to address risks and opportunities;

ng from

]

f]’\ﬂ pnvfnrmanr‘n nF DVfDV“')] prnvir]nrc-
Tt Ittt X terrarprov ey

N

g) the need for improvements to the quality management system.

OTE Methods to analyse data can include statistical techniques.

Th

©lI

ere is no sector-specific guidance.
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9.2 Internal audit

IS0 9001:2015, Quality management systems — Requirements
9.1 Internal audit

9.2.1 The organization shall conduct internal audits at planned intervals to provide information on
whether the quality management system:

a) conforms to:

1) fhe organization's own requirements for its quality management system;
2) therequirements of this International Standard;

b) is effectively implemented and maintained.

9.2.2 The organization shall:

a) plan] establish, implementand maintain an audit programme(s) including the frequency, method
responsibilities, planning requirements and reporting, which shall take-into consideration the
impgrtance of the processes concerned, changes affecting the organizadtion, and the results of
previious audits;

iz

b) defipe the audit criteria and scope for each audit;

c) sele¢tauditors and conduct audits to ensure objectivity and'the impartiality of the audit procesf;

~

d) ensyre that the results of the audits are reported to relevant management;
e) takeappropriate correction and corrective actiogswithout undue delay;

f) retajn documented information as evidence-ef the implementation of the audit programme ard
the qudit results.

NOTE See IS0 19011 for guidance.

9.2.3 THhe electoral body shall cénduct further internal audits to determine whether the electgral
quality mganagement system conforins to international legal obligations for democratic elections.

The electgral body shall define (in the electoral documentation) the responsibilities and requiremepts
for plannipg and conductingaudits, establishing records and reporting results.

9.3 Managementieview

9.3.1 General

IS0 9001:2015, Quality management systems — Requirements
9.3 Management review
9.3.1 General

Top management shall review the organization's quality management system, at planned intervals, to
ensure its continuing suitability, adequacy, effectiveness and alignment with the strategic direction
of the organization.

It is advisable to conduct management reviews with sufficient frequency to ensure adequate oversight
of the entire electoral quality management system and all of its electoral processes.
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