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Foreword

Quality Management Systems — Guidelines for the

application of ISO 9001:2000 in education

ISO (the International Organization for Standardization) is a worldwide federation of national standards bodies
(ISO member bodies). ISO's technical work is normally carried out through ISO technical committees in which
each 1ISO member body has the right to be represented. International organizations, governmental and non-
governmental, in liaison with 1SO, also take part in the work.

In order to res

pond to urgent market requirements, ISO has also introduced the possibility of p
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Supplement

This proposal was prepared in Mexico during the workshop held in Acapulco, and was created under the
leadership of the National Committee for Standardization on Quality Management Systems
(COTENNSISCAL) with the participation of the following organizations:

ASECAD de México

Centro de_Investigacion y Desarrolo de la Formacion para el Trabajo (CIDFORT)
Colegio|de Calidad Empresarial, S.C.

Consultpria Profesional en Sistemas de Calidad

CAAP
CsC
Grupo Raloy

Instituto|de Ciencias, Humanidades y Technologias de Guanajuato (ICYTEG)
Instituto|Latinoamericano para la Calidad (INLAC)

Instituto|Mexicano de Normalizacion y Certificacion (IMNC)

Instituto|Politécnico Nacional (IPN)

— Centro de Estudios Cientificos y Tecnoldgicos No. 7 “Cuauhtémoc”
— Centro de Investigacion e Innovacion Tecnolégica

— Divlsion de Metrologia, Normas y Calidad Industrial

— Unidad Profesional Interdisciplinaria de Biotecnologia

Instituto| Tecnoldgico de Oaxaca
Instituto| Tecnoldgico y de Estudios Superiores.de Monterrey (ITESM)
Qualited Internacional, S.A. de C.V.

Secretaria de Educacién Publica (SEP)
— Coordinacién de Asesores de la Subsecretaria de Educacion Superior e Investigacion Cigntifica
— Coordinacién General de Univérsidades Tecnoldgicas
— Unidad Administradora del Proyecto para la Modernizaciéon de la Educacién Técnica y la Capacitacion

Sindicatp Nacional de Trabajadores de la Educacién
Tecno-Ingenieria Computacional, S.A. de C.V.

Universidad Nacional Autbnoma de México, UNAM
— Faqultad de Ingenieria

Universidad de Colima
Universidad  Tecnoldgica de Tula Tepeji
Universidad, Tecnoldgica Fidel Velazquez

Delegates and observers from the following countries and organizations participated during the workshop held
in Acapulco.

Delegates:

Argentina, Instituto Argentino de Normalizacién (IRAM)

Australia, Standards Australia International (SAI)

Brazil, Petrobras and DS

Canada, Canadian Center for Management Development

Colombia, Instituto Colombiano de Normalizacion Técnica y Calidad (ICONTEC)
Denmark, TQM I/S

Germany, DIN

México, COTENNSISCAL, IPN, SEP, INLAC and ITESM
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Spain, AENOR

Sweden, RFK AB

United Kingdom, British Standards Institution
United States, DPA Training and INFORM
Venezuela, FONDONORMA

Observers:

Centro de Investigacion y Desarrollo de la Formacion para el Trabajo (CIDFORT)
Colegio Nacional de Educacion Profesional Técnica (CONALEP)

Det Norske Veritas

Instituto Argentino de Normalizacién (IRAM)

Instituto Chapultepec

Instituto de Cienci i i j
Instituto Latinogmericano para la Calidad (INLAC)
Instituto Politéciico Nacional

— ESIME Azdapotzalco

INTERPRO Consultores

Secretaria de Educacion del Estado de Tabasco

Secretaria de Educacion Publica

— Coordinacipn General de Universidades Tecnoldgicas

— Direccion General de Centros de Formacion para el Trabajo
— Direccion General de Educacién Tecnolégica Agropecuaria
— Direccion General de Educacién Tecnoldgica Industrial

— Unidad Administradora del Proyecto para la Modernizacion de la Edueacion Técnica y la Capacitacion
Colegio de Posgraduados

TESCAP
Universidad ETAC

Universidad Nac¢ional Autbnoma de México
— Facultad de Ingenieria

Universidad Te¢nolégica de Aguascalientes
Universidad Tegnoldgica de Tula Tepeji
Universidad Te¢noldgica de Tecamac
Universidad Teg¢nolégica de Torredn
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Quality management systems — Guidelines for the application
of ISO 9001:2000 in education

Introduction

ISO 9001:2000, Quality management systems — Requirements

0.1 General

The adgption of a quality management system should be a strategic decision of an organization. [The design and
implem¢ntation of an organization's quality management system is~influenced by varying ngeds, particular
objectives, the products provided, the processes employed and the size and structure of the organizgtion. It is not the
intent of this International Standard to imply uniformity in the structure of quality management systems or uniformity
of docunentation.

The quality management system requirements specified in“this International Standard are complementary to
requirements for products. Information marked “NOTE" is forguidance in understanding or clarifying the associated

requirerent.

This Int¢rnational Standard can be used by internal and external parties, including certification bodigs, to assess the
organizgtion's ability to meet customer, regulatory,and the organization's own requirements.

The quglity management principles stated in' 180 9000 and ISO 9004 have been taken into considefation during the
development of this International Standard.

0.1 General

The objective of this International Workshop Agreement is to provide guidelines to assist organizations that
provide | educational,products to implement an effective quality management system that meets the
requirements of IS©'9001:2000.

NOTE 1| The\text of ISO 9004:2000 is provided without comment for those educational organizations that wish to go
beyond meeting the requirements of 1ISO 9001:2000 to enhance the efficiency of their quality management system. It is
well known-that the cost of implementing an efficient and effective quality management system is a single cost whereas
the consequent benefits continue indefinitely. Educational organizations are encouraged to have a good understanding of
the I1SO 9004:2000 guidelines and the eight quality management system principles when implementing the quality
management system that suits their needs.

NOTE 2 To ensure that the overall cost of implementation is properly rewarded by the success of organization-wide
continual gain, the implementation should be planned and carried out as a project or programme of projects depending on
the size and individual circumstances of the educational organization.

The following general guidance is provided to help educational organizations to relate the concepts in ISO
quality management system standards to education practices.

A curriculum can specify what is expected to be learnt and how the learning is to be assessed. However, the
curriculum by itself does not ensure that needs and expectations will be met if deficient processes exist in
educational organizations. The need to prevent these deficiencies has led to the provision of this International
Workshop Agreement to help educational organizations implement a quality management system that is

© 1SO 2003 — Al rights reserved 1
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known to be effective. Continuing assessment of the curriculum and educational processes that support
instruction can ensure the effectiveness of the learning process. Internal quality audits provide verification of

the fulfilment of

requirements, for example, stated claims of achievements

The quality management system should be the simplest one that works well. It need only be comprehensive
enough to meet the quality objectives for the educational organization. Quality control is an essential process
in a quality management system. Accurate measurement is not easy when assessing human performance,

and appraisal is

usually conducted during the educational process.

1ISO 9001:2000

, Quality management systems — Requirements

This Internation
improving the ef
requirements.

resources, and
process. Often t

The application
these processed

An advantage o

When used with
a)
b)
c)
d)

understandi
the need to
obtaining re
continual im
The model of 3

presented in cla
inputs. Monitorir

0.2 Process Lpproach

processes withif the system of processes, as well as over their combination and interaction.

ectiveness of a quality management system, to enhance customer satisfaction by meeting ¢

managed in order to enable the transformation of inputs into outputs)‘can be consider
he output from one process directly forms the input to the next.

of a system of processes within an organization, together with the identification and interag
, and their management, can be referred to as the “process approach”.

the process approach is the ongoing control that it provides over the linkage between the ir]

n a quality management system, such an approachiemphasizes the importance of
g and meeting requirements,

g of customer satisfaction'reguires the evaluation of information relating to customer perce

al Standard promotes the adoption of a process approach when developing, imiplementing and

Listomer

For an organization to function effectively, it has to identify and manage numerous linked. activities. An activity using

bd as a

tions of

dividual

consider processes in terms of added value,
bults of process performance and effectivieness, and
brovement of processes based on objettive measurement.
process-based quality management system shown in Figure 1 illustrates the processnl:nkages
uses 4 to 8. This illustration shows that customers play a significant role in defining requirenpents as

ption as

to whether the [organization has met thé ‘customer requirements. The model shown in Figure 1 coverg all the
requirements of this International Standard, but does not show processes at a detailed level.
NOTE In additior}, the methodology known as “Plan-Do-Check-Act” (PDCA) can be applied to all processes. PDCA can pe briefly
described as folloyvs.
Plan:  establish the objectives and processes necessary to deliver results in accordance with customer requirements and
the organizatien's policies.
Do: implementthe processes.
Check: monit]:r and measure processes and product against policies, objectives and reqguirements for the product and report
the results.
Act: take actions to continually improve process performance.
2 © 1SO 2003 — Al rights reserved



https://standardsiso.com/api/?name=70d7013e95a59be3eeabd16cf4674382

Quality Management Systems — Guidelines for the
application of ISO 9001:2000 in education

the quality manag

Continual improvement of

ement system

Management
responsibility

IWA 2:2003(E)

Interested

B

Resource
management

Interested
barties

=

AN
A

Measurement,
analysis and
improvement

2

- ——%5S

%=

| Product
[realization

Input

Rdquirements

ﬁ}——{ Product

Output

Key

—— Value-adding activities

— — — = [nformation flow

parties

htisfaction

Figure 1 — Model of a process-based quality management system

0.2 P

Educatiq
which a

rocess approachinéducational organizations

bnal organizations-that provide educational products should define their processes. T
re generally fultidisciplinary, include administrative services and other forms of sup

lese processes,
port, as well as

those cancerning,assessment, such as:

environtmernt;

pro

ision of the teaching capability of the learning providers;

a gtrategic—process to determine the role of the educational organization in the

socio-economic

maintenance of the working environment;

admission and selection of applicants;
student’s education follow-up and assessment;

developing, reviewing and updating study plans and curricula;

diploma, acknowledgement, bachelor’s degree or certificate of competencies;

final assessment aimed to grant the student an academic degree, a degree that will be supported by a

support services for the teaching-learning process carried out for the satisfactory accomplishment of their

curricula, and support to the student until he/she can succeed in obtaining his/her academic degree or

certificate;
internal and external communication; and

measurement of educational processes.
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ISO 9001:2000, Quality management systems — Requirements
0.3 Relationship with ISO 9004

The present editions of ISO 9001 and 1SO 9004 have been developed as a consistent pair of quality management
system standards which have been designed to complement each other, but can also be used independently.
Although the two International Standards have different scopes, they have similar structures in order to assist their
application as a consistent pair.

ISO 9001 specifies requirements for a quality management system that can be used for internal application by
organizations, or for certification, or for contractual purposes. It focuses on the effectiveness of the quality
management system in meeting customer requirements.

ISO 9004 gives gy i 5 jecti ity managemsn pR-than—d S0 9001
particularly for /
effectiveness. 1$0 9004 is recommended as a guide for organizations whose top management wishes o move
beyond the regpirements of 1SO 9001, in pursuit of continual improvement of performance. However, it is not
intended for cerfification or for contractual purposes.

0.4 Compatibility with other management systems

This Internationa
standards for the

| Standard has been aligned with 1ISO 14001:1996 in order to enharicethe compatibility of{the two
benefit of the user community.

This International Standard does not include requirements specific to other management systems, such gs those
particular to envjronmental management, occupational health and safety management, financial management or risk
management. However, this International Standard enables an organization to align or integrate its owr| quality
management sylstem with related management system requirements.*[t\is possible for an organization to gdapt its
existing managgment system(s) in order to establish a quality.management system that complies with the
requirements ofthis International Standard.

4 © 1SO 2003 — Al rights reserved
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ISO 9001:2000, Quality management systems — Requirements

1 Scope
1.1 General

This International Standard specifies requirements for a quality management system where an organization
a) needs to demonstrate its ability to consistently provide product that meets customer and applicable regulatory
requirements, and

b) aims to enhance customer satisfaction through the effective application of the system, including processes for
continual improvement of the system and the assurance of conformity to customer and applicable regulatory
requirements.

NOTE Ip this International Standard, the term “product” applies only to the product intended for, or required’by, a customer.

1 Scppe for educational organizations

This International Workshop Agreement (IWA) provides guidelines for the application of 1O 9001:2000 in
educatiqnal organizations providing educational products.

These guidelines do not add to, change or modify the requirements of\ISO 9001:2000, and are not intended
for use in contracts for conformity assessment or for cetrtification.

Each clause of ISO 9001:2000, framed with a continuous soliddine, appears before the corresponding text of
this IWA. The whole text of ISO 9004:2000, framed with a dashed line, is included to provide a complete
vision of the continual performance improvement of organizations.

| e ey i |
11SO 9004:2000, Quality management systems — ‘Guidelines for performance improvements I
1 1
1 Scoppe I

| |
i This Intg¢rnational Standard provides guidelines beyond the requirements given in 1ISO 9001 in order fo consider both |
ithe effegtiveness and efficiency of a quality management system, and consequently the potential for{improvement of |
jlhe performance of an organization~\When compared to ISO 9001, the objectives of customer patisfaction and |
Iproduct quality are extended to include-the satisfaction of interested parties and the performance of the organization. I

IThis Infernational Standard gds-applicable to the processes of the organization and consequently the qualitj;rI
managgment principles om which it is based can be deployed throughout the organization. The focus of this

linternatjonal Standard is-the’achievement of ongoing improvement, measured through the satisfactipn of customers !
:and othgr interested partigs. :
IThis Infernationah Standard consists of guidance and recommendations and is not intended for certification, !
Iregulatdry or gonRfractual use, nor as a guide to the implementation of 1SO 9001. |

ISO 9001:2000, Quality management systems — Requirements

1.2 Application

All requirements of this International Standard are generic and are intended to be applicable to all organizations,
regardless of type, size and product provided.

Where any requirement(s) of this International Standard cannot be applied due to the nature of an organization and
its product, this can be considered for exclusion.

Where exclusions are made, claims of conformity to this International Standard are not acceptable unless these
exclusions are limited to requirements within clause 7, and such exclusions do not affect the organization's ability, or
responsibility, to provide product that meets customer and applicable regulatory requirements.

© 1SO 2003 — Al rights reserved 5
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ISO 9001:2000, Quality management systems — Requirements
2 Normative reference

The following normative document contains provisions which, through reference in this text, constitute provisions of
this International Standard. For dated references, subsequent amendments to, or revisions of, any of these
publications do not apply. However, parties to agreements based on this International Standard are encouraged to
investigate the possibility of applying the most recent edition of the normative document indicated below. For undated
references, the latest edition of the normative document referred to applies. Members of ISO and IEC maintain
registers of currently valid International Standards.

ISO 9000:2000, Quality management systems — Fundamentals and vocabulary.

6 © 1SO 2003 — Al rights reserved
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ISO 9001:2000, Quality management systems — Requirements

3 Terms and definitions
For the purposes of this International Standard, the terms and definitions given in ISO 9000 apply.

The following terms, used in this edition of ISO 9001 to describe the supply chain, have been changed to reflect the
vocabulary currently used:

supplier =~ ————>  organization @———=>  customer

The term “organization” replaces the term “supplier” used in 1SO 9001:1994, and refers to the unit to which this
International Standard applies. Also, the term “supplier” now replaces the term “subcontractor”.

ThrouglLout the text of this International Standard, wherever the term “product” occurs, it can alsg frjlean “service”.

3 Terms and definitions in educational organizations

For the purposes of this IWA, the terms and definitions given in ISO 9000:2000~and the followihg apply.

3.1
customer
organization (3.3.2) or person that receives a product (3.4.2)

[1SO 9090:2000]

EXAMPLE A customer can be a consumer (in education, genherally a learner), a client or purchaser (in education,
generally a person or body funding the learner who may alseSbe the learner), an end-user (in educalon, generally the
person of organization that benefits from the learning achieyed by the learner).

3.2
interested party
person or group having an interest in the pérformance or success of an organization

[1SO 9090:2000]

EXAMPLE An interested party can.be a customer (3.1), parents’ association, other related educatignal organization
(3.5) or Society.

NOTE A group can comprise @a-erganization, a part thereof, or more than one organization.

3.3
educatipnal process
process|resultingin, educational product (3.4)

3.4
educatipnal product

ol H A ol £i
product uricoirricu vwitri cuuodauvurit

NOTE An educational product generally involves the provision of a service that includes intellectual software of
information and some form of computer software or paper-based hardware assisting the transfer of information and
retention for continuing reference.

3.5
educational organization
organization that provides an educational product (3.4)

3.6
education provider
person who delivers an educational product (3.4) to learners

NOTE The education provider is referred to by customary titles which vary on national and educational hierarchical
grounds including for example, teacher, trainer, lecturer or professor.

© 1SO 2003 — Al rights reserved 7
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ISO 9001:2000, Quality management systems — Requirements
4 Quality management system
4.1 General requirements

The organization shall establish, document, implement and maintain a quality management system and continually
improve its effectiveness in accordance with the requirements of this International Standard.
The organization shall

a) identify the processes needed for the quality management system and their application throughout the
organizationfeee—-=22);

b) determine the sequence and interaction of these processes,

c) determine cfiteria and methods needed to ensure that both the operation and control of these processes are
effective,

d) ensure the gvailability of resources and information necessary to support the operation-and monitoring ¢f these
processes,

e) monitor, meTjure and analyse these processes, and

f) implement agtions necessary to achieve planned results and continual improvement of these processes.

These processels shall be managed by the organization in accordance with the requirements of this Interpational
Standard.

Where an organization chooses to outsource any process that affects product conformity with requirements, the
organization shall ensure control over such processes. Contral\of such outsourced processes shall be identified
within the quality management system.

NOTE Processe$ needed for the quality management system referred to above should include processes for manpgement
activities, provision of resources, product realization and measurement.

4 Quality management system
4.1 General|requirements in the‘educational organization

Due to the fundamental charactér-of this clause and the fact that it sets the basis for the rest of ISO 9001, the
guidelines are limited to the follewing:

a) educational organizations should define and manage those processes included in the educational design,
educational development, and the educational delivery processes, the procedures for implementation,
and the mejasufement of results;

b) the conditianstfar the acceptance of the education at the time of delivery: and

c) continual improvement of these processes and provision of resources.

The educational organization should define very clearly the intended “organization” to which the proposed
quality management system is to apply. For example, is it to be a department or school within a larger
educational organization, an entire educational organization or all the educational organizations in a given
government or local government division.

Establishing the intent will help the educational organization to identify who serves as “top management” and
the nature of the systems and processes that have to be understood if continual improvement and customer
satisfaction are to be achieved.

They will also help to identify what services are delivered, which is essential in the identification and
separation of customers and other interested parties.

8 © 1SO 2003 — Al rights reserved
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An instructional quality management system should be understood in terms of the curriculum, a system of
learning processes, the organizational structure, responsibilities, processes, and resources that ensure the
quality of instruction. This includes most activities of the educational organization’s employees or appropriate
suppliers. Control of instruction may be exercised during the following processes:

a) instructional needs analysis;

b) instructional design;

c) instructional development;

d) delivery of instruction;

e) instructional evaluation;

f) ed
g) ops

hsogo

tTroTTreH—Terotit

:4 QL]:Iity management system

:41 M

! Leading
I Succes
limprove
| parties.
|

I Top ma

|
. a) byd
I well

Ib) by ¢nsuring effective and efficient operatien and control of processes and the measures arn

1 detd
|
I Exampl

:_-dm

1— acq
_ dire
|
| — Uusirn
|
| Exampl

naging systems and processes

and operating an organization successfully requires managing it in a systematic and

the effectiveness and efficiency of the organization's pefformance by considering the nee
Managing an organization includes quality management, among other management discipli

nagement should establish a customer-oriented gcganization

efining systems and processes that can be,glearly understood, managed and improved in
as efficiency, and

rmine satisfactory performance of the-Grganization.

ps of activities to establish a ¢ustomer-oriented organization include

hing and promoting processes that lead to improved organizational performance,
Liring and using proecess data and information on a continuing basis,

cting progress taWards continual improvement, and

g suitable methods to evaluate process improvement, such as self-assessments and manag
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ps of self=assessment and continual improvement processes are given in annexes A and B respectively.

visible manner.

E should result from implementing and maintaining a manageément system that is designgd to continually !

ds of interested |
nes. 1

pffectiveness as

d data used fo

|
|
|
|
|
|
|
|
|
|
|
|
|
|
ement review. |
|
|
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1ISO 9001:2000

4.2.1 General

a) documented
b)
c)

d)

documented

, Quality management systems — Requirements

4.2 Documentation requirements

The quality management system documentation shall include

statements of a quality policy and quality objectives,

a quality manual,

procedures required by this International Standard,

documents needed by the organization to ensure the effective planning, operation and control of its processes,

and

e)

a)
b)
c)

the size of org
the complexit
the competen|

NOTE 3 The dod

4.2.2 Quality o

a) the scope of
b) the docume

Documents reqy
and shall be cor

A documented
to approve d
to review an
to ensure th

to ensure th

records reqyired by this International Standard (see 4.2.4).

NOTE 1 Where the term “documented procedure”™ appears within this International Standard, this means that the pro
established, documented, implemented and maintained.

NOTE 2 The extent of the quality management system documentation can differ from one organization to another due

The organization shall establish and maintain a quality manual thatincludes

c) a description of the interaction between the processes’of the quality management system.

4.2.3 Control ¢f documents

anization and type of activities,
of processes and their interactions, and
ce of personnel.

umentation can be in any form or type of medium.

hanual

the quality management system, including details of and justification for any exclusions (se
ited procedures established for the qualitymanagement system, or reference to them, and

ired by the quality managemént system shall be controlled. Records are a special type of dd
trolled according to the(reguirements given in 4.2.4.

rocedure shall be gstablished to define the controls needed
ocuments for adequacy prior to issue,

i update as\iecessary and re-approve documents,

ht chapges and the current revision status of documents are identified,

htTelevant versions of applicable documents are available at points of use,

edure is

2 1.2),

cument

to ensure that documents remain legible and readily identifiable,
to ensure that documents of external origin are identified and their distribution controlled, and

to prevent the unintended use of obsolete documents, and to apply suitable identification to them if they are
retained for any purpose.

4.2.4 Control of records

Records shall be established and maintained to provide evidence of conformity to requirements and of the effective
operation of the quality management system. Records shall remain legible, readily identifiable and retrievable. A
documented procedure shall be established to define the controls needed for the identification, storage, protection,
retrieval, retention time and disposition of records.

10
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4.2 Documentation requirements
4.2.1 General

When planning a quality management system, educational organizations developing their quality manual
could include or make reference to issues other than the ones established by ISO 9001 (see ISO/TR 10013)
such as but not limited to:

— the terms and definitions required by the organization;
— regulatory and organizational policies;

— applicable laws and regulations;

—  the competencies-of-the teaching staff (educational providers):
r J \ r 77

— accyeditation and certification programmes;
— studly plans and curricula;
— competence programmes, awareness, education, training and updating; and,

— support services.

4.2.2 |Documentation in the educational organization
4.2.2.1 | Quality manual

The quality manual should describe the scope of the educational organization’s quality manggement system
and intgractions of its educational and support processes. It should include, or contain, references to all
applicable documented procedures required by I1SQ9001 and other criteria upon wHich the quality
management system is based.

4.2.2.2 | Control of documents in the educational organization

The punpose of document control is to ensure that documents from the quality management system are
continuglly updated and are available for-use. To achieve this objective the educational organization should
establish a documented procedure deseribing the arrangements:

— for editing, reviewing and approving internal documents, including their identification and revision status;
— for gontrolling external decuments, mainly the relevant regulations that should be continudusly updated;
— whith ensure thatdecuments are available to the organization’s personnel; and

— for managing and. controlling the student’s legal documents, for ensuring the traceability of educational
seryices andverifying the fulfilment of requirements in the established educational stages.

Documegntsuséd to define, direct, and control instruction and support activities should be controlled (see 7.1).
Docume@nts-generated internally should be reviewed and approved for adequacy and conformity.

Information about the edition of textbooks or learning material, text supplements, workbooks or other
instruction resources should be controlled and traceable to the design and development process.

Procedures for course registration, formats for lesson plans, instructions on research report formats, eftc.
should be maintained to provide complete and current documents needed.

The document control system should include provisions for control of external document (for example, but not
limited to, legislation, rules, government circulars, accreditation regulations).
4.2.2.3 Control of records in the educational organization

A record provides information about the activities carried out in the organization, such as the results obtained
in each stage of the teaching/learning process (education provision).

© 1SO 2003 — Al rights reserved 11
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The educational organization should give attention to retention times and record disposal, generally well
established by legislation or regulation.

Student records and instructional records are typically maintained by educational organizations within the

guidelines of pri

vacy protection, such as:

design report;

development report;

instructor certifications or qualifications;
impact evaluation;

student performance records and instruction reviews;

evidence o
loss, dama
complaints,
participatio
prerequisitg

copyright rd

The specific re
defined in claus|

11SO 9004:2000
|

[ completion (certificate, credit, diploma, etc.);

pe, or unsuitable use of student supplied materials;

N in research;
skills; and

cords or permission to use information.

huirements for records within an educational organization“quality management sy§
es 5 to 8 by reference to 4.2.4.
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14.2 Documentation

IManagement sh
Imaintain the qu
Iprocesses.

|

IThe nature and
land the needs
lorganization. Dd
|

lin order to provi
Iconsider

acceptance

relevant stat

lould define the documentation, including the relevant records, needed to establish, implem)
hlity management system and to support an effective and efficient operation of the organ

extent of the documentation(should satisfy the contractual, statutory and regulatory requir
and expectations of custamers and other interested parties and should be appropriate
cumentation may be inf@ny form or medium suitable for the needs of the organization.

de documentatign 0 satisfy the needs and expectations of interested parties managemen

| ) . .
— contractual fequiremenpis\from the customer and other interested parties,

bf international, national, regional and industry sector standards,

tem are

ent and !
zation's |
|
|
bments, |
to thel
|
|
should |
|

Liigry ‘and regulatory requirements,

IThez; generation, use and control of documentation should be evaluated with respect to the effectiveness and

: efficiency of the

1— functionality

decisions by the organization,
sources of external information relevant for the development of the organization's competencies, and

information about the needs and expectations of interested parties.

organization against criteria such as

(such as speed of processing),

| , ,
. user friendliness,

I— resources needed,

|
|— policies and

12

objectives,
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— current and future requirements related to managing knowledge,

. benchmarking of documentation systems, and

I— interfaces used by organization's customers, suppliers and other interested parties.

1Access to documentation should be ensured for people in the organization and to other interested parties, based on

1the organization's communication policy.

|
4.3 Use of quality management principles

Tc:- lead and operate an organlzanon successfully. |t is necessary tc:- manage it |n a systemalm and visible manner.
The guis

| These

I
12)
b)
c)

d)

e)
f)

a)

1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
Ih:I
1

I Successful use of the eight management principles by an organization will result in benefits to interested parties,

rinciples have been developed for use by top management in order to lead the organization
I performjance. These quality management principles are integrated in the contents of this Internation
I are listgd below

Customer focus

Crggnizations depend on their customers and therefore should understand gurrent and future g
shopld meet customer requirements and strive to exceed customer expectations.

Lealdership

Leafers establish unity of purpose and direction of the organization. They should create a
intefnal environment in which people can become fully involved:n achieving the organization's g

Invglvement of people

Pegple at all levels are the essence of an organization and their full involvement enables their ab
for the organization's benefit.

Progess approach

A djsired result is achieved more efficiently when activities and related resources are managed

System approach to management

Ider
effegtiveness and efficiency in achieving its objectives.

Continual improvement

Corftinual improvement. 6fHthe organization's overall performance should be a permanent
organization.

Facftual approach te decision making
Effelctive decigsions are based on the analysis of data and information.

Mufually beneficial supplier relationships
An

IWA 2:2003(E)

ment principles.

loward improved |
al Standard and |
|

|
|
ustomer needs, |
|
|
|
hd maintain thel
bjectives. 1
|
|
lities to be used |
|

|
|
das a process. |
|
|

tifying, understanding and mapaging interrelated processes as a system contributes to the organization's |

|
|
|
bbjective of the

rganization and its suppliers are interdependent and a mutually beneficial relationship enh

Y e 8

ances the ability

£ [l
LR ) el e |

of

I'such as improved monetary returns, the creation of value and increased stability.
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5

conducting 1

ensuring the

1ISO 9001:2000,

Quality management systems — Requirements

Management responsibility

5.1 Management commitment

Top management shall provide evidence of its commitment to the development and implementation of the quality
management system and continually improving its effectiveness by

communicating to the organization the importance of meeting customer as well as statutory and regulatory
requirements,

establishing the quality policy,
ensuring thgtquatity objectives are estabiisned,

hanagement reviews, and

availability of resources.

5 Managen
5.1 Manage

Top managemsg
highest level) st

Top managem
regulatory requi

The main requil
the developmen

Some strategieq

nent responsibility

ment commitment in the educational organization

bnt should ensure that educational programmes‘and processes comply with lg
rements for their certification or accreditation.

ement of this clause is that top management-identifies and shows their commitment to

nt (a person or a group of people who direct and control>an educational organizatid
ould identify the factors which satisfy the needs and expectations of the customer.

t and continual improvement of the quality‘management system.

that could be used in educational otgahizations are:

n at the

gal and

achieve

Among other ni
visibility of the g

14

organization quality policies;

communicdting the quality managementsystem plan throughout the organization; and

communication plan reviewing and follow-up.

eans, establishing.a-communication plan and ensuring its review and follow-up ensures the

ommitment and vafues of top management which creates the proper environment for:

establishing a quality policy that allows all the members of the organization to know the vigion and

mission with which top management has decided to manage the quality-related processes;

establishing quality-objectives in order to realize aims and intentions, expressed in the quality policy, in

operating

ensuring a [aving the

objectives;

communicating to the whole educational organization, through its formal structure, the importance of
meeting the students/customer requirements, as well as the legal and regulatory requirements for the
educational service provided;

publication of organization bulletins for communicating the relevant quality-related matters as
performance quality objectives, giving feedback to students/customers; and

measuring the organization performance in order to monitor the fulfilment of the established policies and
objectives.
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I
15

|
15.1

|
15.1.

Management responsibility
General guidance

1 Introduction

IWA 2:2003(E)

'Leadership, commitment and the active involvement of the top management are essential for developing and !
Imaintaining an effective and efficient quality management system to achieve benefits for interested parties. To !
lachieve these benefits, it is necessary to establish, sustain and increase customer satisfaction. Top management !

15.1.2 Irsues to beconsidered

''When d
: considefr the quality management principles outlined in 4.3.

I On the|basis of these principles, top management should demonstrate leadership in, and com

Information derived from such measdrements and assessments should also be considered as input
review ip order to ensure that gontinual improvement of the quality management system is the driver
improvement of the organization.

I should consider actions such as

leading the organization by example, in order to develop trust within its people,

communicating organizational direction and values regarding quality and the quality management system,

partjcipating in improvement projects, searching for new methods, solutions and prodagts,
obtgining feedback directly on the effectiveness and efficiency of the quality management syster
identifying the product realization processes that provide added value to the organization,

identifying the support processes that influence the effectiveness and efficiengy of the realization processes,

credting an environment that encourages the involvement and developmett of people, and
provision of the structure and resources that are necessary to suppott the organization's strateg

assg¢ssment of the perceptions of customers and other interested parties of performance of prg

megsurement of other success fatters identified by management.

eveloping, implementing and managing the arganization’s quality management system, man

ization,

hce in order to

—

¢ plans.

ies,
ducts provided,

to management
for performance

agement should

mitment to, the

| following activiies:

understanding current and future customer needs and expeciations, in addition to requirements;

promoting policies and objectives to increase awareness, motivation and involvement of people in the

arganization;

establishing continual improvement as an objective for processes of the organization;
planning for the future of the organization and managing change;

setting and communicating a framework for achieving the satisfaction of interested parties.

In addition to small-step or ongoing continual improvement, top management should also consider breakthrough

changes 1o processes as a way to improve the organization's performance. During such changes, management
should take steps to ensure that the resources and communication needed to maintain the functions of the quamyl
I management system are provided.

© 1SO 2003 — Al rights reserved
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1 1
1 Top management should identify the organization's product realization processes, as these are directly related to the |
| success of the organization. Top management should also identify those support processes that affect either the |
| effectiveness and efficiency of the realization processes or the needs and expectations of interested parties. I

I Management should ensure that processes operate as an effective and efficient network. Management should !
: analyse and optimize the interaction of processes, including both realization processes and suppaort processes. :
| Consideration should be given to I
| — ensuring that the sequence and interaction of processes are designed to achieve the desired results effectively 1
| and efficiently, |
|
|
|
| — identifying a ;

— ensuring process inputs, activities and outputs are clearly defined and controlled, :
|
|

| — conducting flata analysis to facilitate continual improvement of processes, I
|
|
|
|

— monitoring inputs and outputs to verify that individual processes are linked and operate effectively and efficiently,

| — identifying process owners and giving them full responsibility and authority,
— managing epch process to achieve the process objectives, and

| — the needs ahd expectations of interested parties.
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5.2 Customer focus

Top management shall ensure that customer requirements are determined and are met with the aim of enhancing
customer satisfaction (see 7.2.1 and 8.2.1).

5.2 Customer focus in the educational organization

The educational organization top management should identify the needs and expectations of its customers to
fulfil them in order to strive for their satisfaction.

Needs 4
specific
particuld

Custom
requiren
designs
all requi

11ISO 90
I
152 N

|
15.21 G

'Euery i
:nrganiz_:
|— cust
I— peo
:— oWn

inter

|— suppliers and partners, and

I— soci

expecta
:other in

nd expectations should be identified by taking into account that an educational orgah
needs and expectations. Therefore, customers’ needs and expectations shofld-be
r educational organization.

brs' requirements are often implied. They should be defined and\ documented
hents that include well-defined learning outcomes and specified perfarmance indicatq
that should be reviewed at the proposal stage and, as a minimum,:annually thereafts
rements are met and are aligned with the organization’s objectives.

peds and expectations of interested parties

eneral

rganization has interested parties, each party having needs and expectations. Intere
tions include

pmers and end-users,
bl in the organization,

ersfinvestors (such as sharehalders, individuals or groups, including the public sector, that
=st in the organization),

ety in terms of the coimiunity and the public affected by the organization or its products.

eeds and expectations

cess ofthe organization depends on understanding and satisfying the current and fu
lions af-present and potential customers and end-users, as well as understanding and cong
erested parties.
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jzation has very
defined by the

as curriculum
rs, instructional
br to assure that

led parties of

have a specific

ure needs and
idering those of

IIn order
|

0 understand and meet the needs and expeclanons ol interested parties, an organization s

. identify its interested parties and maintain a balanced response to their needs and expectations,

j— translate identified needs and expectations into requirements,

I— com

|
. focu

1 To satisfy customer and end-user needs and expectations, the management of an organization should

municate the requirements throughout the organization, and

s on process improvement to ensure value for the identified interested parties.

:— understand the needs and expectations of its customers, including those of potential customers,

|— determine key product characteristics for its customers and end-users,

I iden
|
|1— iden

tify and assess competition in its market, and

tify market opportunities, weaknesses and future competitive advantage.
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| Examples of customer and end-user needs and expectations, as related to the organization's products, include

conformity,

availability,

delivery,

)
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dependability,

post-realization activities,
price and life-cycle costs,
product safety,

product liability, and

environment

I The organizatio
ldevelopment. S
|

1 The organizatio

jowners and inve

! Management sh
lorder to create
las gains and log

|
|— identify key |
I— jointly establ
1
|— Jointly establ

I_ setgoals to
:In considering it;
demonstrate
consider eny
identify appl

identify the
products, pr

|
15-2.3 Statutory

IManagement sh
lapply to its prg
Imanagement sy|

}

Al impact.

should identify its people's needs and expectations for recognition, work satisfaction, and g
ch attention helps to ensure that the involvement and motivation of people are as strong as g

h should define financial and other results that satisfy the identified needs, &nd expects)
stors.

puld consider the potential benefits of establishing partnerships with suppliers to the organiz
alue for both parties. A partnership should be based on a joint stratégy, sharing knowledge
ses. When establishing partnerships, an arganization should

uppliers, and other organizations, as potential partners,

sh a clear understanding of customers' needs and expectations,

sh a clear understanding of the partners' needs and expectations, and
secure opportunities for continuing partnerships.

s relationships with society, the organizatiomsshould

responsibility for health and safety,

ironmental impact, including conservation of energy and natural resources,
cable statutory and regulatory fequirements, and

current and potential impdcts on society in general, and the local community in particuld
hcesses and activities.

f and regulatory requirements

lould ensure\that the organization has knowledge of the statutory and regulatory requirems
ducts, plagesses and activities and should include such reguirements as part of the
Etem. Consideration should also be given to

nef athical, effective and efficient compliance with current and prospective requirements,

:— the promotig
|— the benefits
I— the role of th

18

ersonal |
ossible. |

|
tions of |

ation, in !
as well !

r, of its

nts that !
quality |
|

et - . S

e organization in the protection of community interests.
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ISO 9001:2000, Quality management systems — Requirements

5.3 Quality policy
Top management shall ensure that the quality policy
a) is appropriate to the purpose of the organization,

b) includes a commitment to comply with requirements and continually improve the effectiveness of the quality
management system,

c) provides a framework for establishing and reviewing quality objectives,

d) is communicated and understood within the organization, and

e) is reviewed for continuing suitability.

5.3 Quality policy in the educational organization

Quality policy should be documented.

The qud
other pd
impleme

The educational organization top management should use the-quality policy for guiding :

decision

15.3 Quality policy

|
 Top ma
I perform

1An orgd

I strateqy
|
1 In estab

I— the
|
. the

|— theq
l— the
:— the
1— the

lity policy should be consistent with professional standards, government rules and
licies of the educational organization. Managers should ensure.that the quality polic]
nted, and maintained by the organization.

-making of the personnel involved in the continual improvément of the educational pro

hagement should use the quality policysas a means of leading the organization toward im
Bnce.
nization's quality policy shouldibe an equal and consistent part of the organization's ove

ishing the quality policy, tep management should consider

evel and type of futurgimprovement needed for the organization to be successful,
pxpected or desifed-degree of customer satisfaction,

Hevelopmentof\people in the organization,

heeds and\expectations of other interested parties,

esources needed to go beyond 150 9001 requirements, and
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regulations, and
is understood,

and leading the
CEesS.

brovement of its

all policies and

hatential contributions of suppliers and partners.

|
The quality policy can be used for impravement provided that

|
|
|
|
: achi
|
|
|
|
|
|
|

it is consistent with top management's vision and strategy for the organization's future,
it permits quality objectives to be understood and pursued throughout the organization,

evement of cbjectives,

management,

— it demonstrates fop management's commitment to guality and the provision of adequate resources fc:rI
interested parties, and

it is effectively formulated and efficiently communicated.

As with other business palicies, the quality policy should be periodically reviewed.

© 1SO 2003 — Al rights reserved
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1ISO 9001:2000

5.4 Planning

measurable and

, Quality management systems — Requirements

5.4.1 Quality objectives

Top management shall ensure that quality objectives, including those needed to meet requirements for product [see
7.1 a)], are established at relevant functions and levels within the organization. The quality objectives shall be

consistent with the quality policy.

5.4 Planning

5.4.1 Quality

Objectives sholild be measurable and pertinent to the activities and processes of the quality ;man

system, besides

Quality objectiv,
specifications, g

I.ISO 9004:2000

I
I
I5.4 Planning
I

| 5.4.1 Quality gbjectives

I The organizatio
I Top manageme
I objectives shoy
| management. W\

current and
relevant find
current prod
levels of sat
self-assessr

objectives in the educational organization

being aligned with the organization’s quality policy.

s should be integrated in the educational organizations’ overall objectives, support
nd include performance measures or indicators.

, Quality management systems — Guidelines for performance improvements

's strategic planning and the quality policy providea framework for the setling of quality ob)|
(t should establish these objectives, leading to improvement of the organization's performary
Id be capable of being measured in order to facilitate an effective and efficient re
hen establishing these objectives, management should also consider

future needs of the organization andhe markets served,
ings from management reviews,

uct and process performance;

sfaction of interested partias,

hent results,

benchmarki

The quality obij
achievement.
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resources needed to meetthe objectives.

systematically r¢viewéd-and revised as necessary.

g, competitor analysis, opportunities for improvement, and

tives shoeld(be communicated in such a way that people in the organization can contribute
esponsibility for deployment of quality objectives should be defined. Objectives sh
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5.4.2 Quality management system planning
Top management shall ensure that

a) the planning of the quality management system is carried out in order to meet the requirements given in 4.1, as

as the quality objectives, and

b) the integrity of the quality management system is maintained when changes to the quality management system
are planned and implemented.

5.4.2

Quality
educatid

11SO 90
|

1542 (
|

| Managg
; defining
| require

nputs f
:— stra
| — defi
I — defi
— eval
| — eval
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— less
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Outputs

1
1
1
1
1
1
1
I in terms

| — skills and knawledge needed by the organization,

I — resq
|
|

— resq

Quality management system planning In the educational organization

management system planning should consist of the activities and resources needed
nal organization’s objectives. For examples refer to ISO 9004.

Duality planning

ment should take responsibility for the quality planning of the organization. This planning
the processes needed to meet effectively and efficienthy"the organization's quality

nents consistent with the strategy of the crganization.

br effective and efficient planning include

legies of the organization,

ned organizational objectives,

ned needs and expectations of the customers-and other interested parties,

uation of statutory and regulatory requiréments,

uation of performance data of the products,

uation of performance data of prasesses,

ons learned from previous gxperience,

tated opportunities for improvement, and

fed risk assessment.and mitigation data.

of quality planning for the organization should define the product realization and support pr
such as

bonsibility and authority for implementation of process improvement plans,
urces heeded, such as financial and infrastructure,

D4:2000, Quality management systems — Guidelines for performance improvements

to achieve the

should focus on |
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I — needs for improvement including methods and tools, and

I Management should systematically review the outputs to ensure the effectiveness and efficiency of the processes of

— needs for documentation, including records.

I the organization.
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organization.

5.5 Responsibility, authority and communication

5.5.1 Responsibility and authority

Top management shall ensure that responsibilities and authorities are defined and communicated within the

Quality management systems — Requirements

5.5 Respons

5.5.1 Resposibitityamd-auttority imthecducationat orgamization

The educationdl

ibility, authority and communication

organization top management should clearly describe the organizational structurg, with a

focus on procegses which support the development and deployment of the quality management system. This
should include [responsibility and authority delegation per functional area of the personnelsinvolved in the

quality management system processes.

11SO 9004:2000,
[
15.5 Responsij
[

15.5.1 Respondibility and authority

|
| Top manageme
|

I'People throughdut the organization should be given responsibilities and authority to enable them to contribufe to the !
lachievement of {he quality objectives and to establish their involvement, motivation and commitment.

Quality management systems — Guidelines for performancé improvements

1
[
bility, authority and communication I
[
1
[

t should define and then communicate the respongibility and authority in order to implemjent and |

maintain an effeftive and efficient quality management system. I
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5.5.2 Management representative

Top management shall appoint a member of management who, irrespective of other responsibilities, shall have
responsibility and authority that includes

a) ensuring that processes needed for the quality management system are established, implemented and
maintained,

b) reporting to top management on the performance of the quality management system and any need for
improvement, and

c) ensuring the promotion of awareness of customer requirements throughout the organization.

NOTE The responsibility of a management representative can include liaison with external parties on matthrs relating to the
guality mfanagement system.

5.5.2 |Management representative in the educational organization

The educational organization should assign a person(s) the responsibility for'ensuring that the [requirements of
ISO 90Q1:2000 are met on an on-going basis and that the guidance~ provided in thi IWA is being
implemented. This person should know the contents of these standatds“and be available fon advice on their
implementation.

11SO 9004:2000, Quality management systems — Guidelines for performance improvements
[
15.5.2 Management representative

:A management representative should be appointed @nd given authority by top management to mjanage, monitor,
Ievaluale and coordinate the guality management system. This appointment is to enhance effective and efficient
operatign and improvement of the quality managé&ment system. The representative should report to tpp management
:and corpmunicate with customers and other interested parties on matters pertaining to the quality management
|
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5.5.3

and that commu

, Quality management systems — Requirements

Internal communication

nication takes place regarding the effectiveness of the quality management system.

Top management shall ensure that appropriate communication processes are established within the organization

5.5.3

Internal communication in the educational organization

The educational organization top management should ensure that there are communication processes

vertically, at the
in order to sharg

11SO 9004:2000
1

155.3 Internal

:The managemy
communicating
in the organiza
objectives. Man

: a means of invo

I Activities for cor
managemer
team briefin
notice-boarg
audio-visual

employee syrveys and suggestion schemes.
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communication

bnt of the crganization should define and implement an effective~and efficient prog
he quality policy, requirements, objectives and accomplishments. Praviding such information
tion's performance improvement and direcily involves its peoplé™Nh the achievement of
hgement should actively encourage feedback and communicatiofRArom people in the organiz
ving them.

hmunicating include, for example

t-led communication in work areas,

js and other meetings, such as for recognition of aghievement,
s, in-house journals/magazines,

and electronic media, such as email andwebsites, and

ess for
can aid
quality
ation as
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5.6 Management review

5.6.1 General

Top management shall review the organization's quality management system, at planned intervals, to ensure its
continuing suitability, adequacy and effectiveness. This review shall include assessing opportunities for improvement
and the need for changes to the quality management system, including the quality policy and quality objectives.

Records from management reviews shall be maintained (see 4.2.4).

56 M

5.6.1

The ed
periodic
requiren
correctiy

A reviel
and su
improve

:ISO 90

anagement review in the education sector
General

icational organization top management should carry out the quality management|
ally, according to the organization's needs, in order to assess the effectiveness in
nents and indicators of the quality management system, and should establish
e actions for identified or potential nonconformities.

f

of the quality management system should include the scheduled periodic review of
bport systems, customer satisfaction, assessment criteria;, evaluation results, a
ments. This list is neither exhaustive nor prescriptive. Records of these reviews should

D4:2000, Quality management systems — Guidelines for performance improveme

I5.6
|

: 5.6.1 General

anagement review

system review
he fulfilment of

preventive and

the instructional
nd documented

be kept.

nts

I Top management should develop the management review activity beyond verification of the effectiveness and|

| efficiengy of the quality management syStem into a process that extends to the whole organization

| evaluat
j open di

'To add

I realizati
of revie

l outputs
I should

| I—

©1S0 20

s the efficiency of the system”Management reviews should be platforms for the exchange o
Ecussion and evaluation of theinputs being stimulated by the leadership of top management

value to the organization’ from management review, top management should control the
on and support processes by systematic review based on the guality management principles
W should be detetmined by the needs of the organization. Inputs to the review process
that extend begiond the effectiveness and efficiency of the quality management system. Outp
rovide dataWferuse in planning for performance improvement of the organization.
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5.6.2 Review input

The input to management review shall include information on

a) results of audits,

b) customer feedback,

c) process performance and product conformity,

d) status of preventive and corrective actions,

e) follow-up actions from previous management reviews,

f) changes thdt could affect the quality management system, and
g) recommendptions for improvement.

5.6.2 Review input in the educational organization

Input informatio
customers, and

comparativ|

status of fo

proposals fi

A review of the

and support processes, customer satisfaction, assessment-triteria, evaluation results, and doc

improvements.

|
15.6.2 Review i

h to assess the quality management system effectiveness should consider the student
also for example:

b studies with other organizations, e.g. benchmarking;
low-up actions on graduates; and

br improvement/changes.

quality management system should include the-scheduled periodic review of the ed

This list is neither exhaustive nor prescriptive.

, Quality management systems ~—'Guidelines for performance improvements

put

|
IInputs. to evalu
Icuslomer and o

|— status and r

status of maj
results of aul
feedback on

market-relat

t
fer interested parties-ahd’should include

e efficiency as well as, effectiveness of the quality management system should cons

sults of quality objectives and improvement activities,

nagement revig action items,

dits and self-assessment of the organization,

the satisfaction of interested parties, perhaps even to the point of their participation,

bd-factors such as technology, research and development, and competitor performance,

s and/or

cational
imented

der the

I— results from

new opportu

marketplace

relevant stat

encnmarking actvities,

performance of suppliers,

nities for improvement,

control of process and product nonconformities,

evaluation and strategies,

status of strategic partnership aclivities,
financial effects of quality related activities, and

other factors which may impact the organization, such as financial, social or environmental conditions, and

utory and regulatory changes.
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5.6.3 Review output

The output from the management review shall include any decisions and actions related to
a) improvement of the effectiveness of the quality management system and its processes,
b) improvement of product related to customer requirements, and

c) resource needs.

5.6.3

should:

tea

revi

r
150 90

|
1 5.6.3

1By ext
I managg
1 use thig
| organiz
| for the g

| the man
:Additiar
| — perf
I perf
|

| — @Pp
|— stra
I_ loss
|

infol

I Record
litself, in

| I—

The edAEcational organization top management, as a result of reviewing the quality niana

establish improvement parameters for the processes of the educational_organizatio

Ie\riaw output

tion

Ching-learning; and

se or perform again the design review when a textbook or interactive.learning program

nding management review beyond werification of*lhe quality management system,
ment review can be used by top management as inputs to improvement processes. Top m
review process as a powerful tool in the identifization of opportunities for performance img
btion. The schedule of reviews should facilitate tie timely provision of data in the context of s{
rganization. Selected output should be comimunicated to demonstrate to the people in the d
agement review process leads to new objectives that will benefit the organization.

al outputs to enhance efficiency include, for example

prmance objectives for products and processes,

prmance improvement objectives for the organization,

Faisal of the suitability cfthe ©rganization's structure and resources,
legies and initiativesJfefmarketing, products, and satisfaction of customers and other interes
prevention and mifigation plans for identified risks, and

mation for strategic planning for future needs of the crganization.

E should ke sufficient to provide for traceability and to facilitate evaluation of the managemen
orderdgensure its continued effectiveness and added value to the organization.
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6 Resource management
6.1 Provision of resources

The organization shall determine and provide the resources needed
a) to implement and maintain the quality management system and continually improve its effectiveness, and

b) to enhance customer satisfaction by meeting customer requirements.

6 Resourc
6.1 Provisio

The organizatio
for the perfornm
availability for 6

enhancing customer satisfaction by meeting customer requirements. The organizatién should:

a) establish in
b) perform res
c) carryoutth
d) provide thg

employees

I
16 Resource

1
16.1  General ¢
: 6.1.1 Introduc

I Top manageme
I of the organizat
| improvement of]
| Resources may
1 and financial reg

|
|6.1.2 Issues tg be considered

I Consideration s

- "ld”dyb‘"lb‘"t
n of resources in the educational organization

h providing educational services should establish arrangements for identifying resourg
ance of the teaching-learning processes. The organization should alSo- ensure
ffective functioning of the quality management system, as well as -ptoviding resol

formation inputs for detecting the needs for resources;
ource planning at a short, medium and long term;
e follow-up of verification and assessment tasks; and

2
2

resources to communicate effectively to the instruction staff, the administrati
and customers.
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management

puidance

tion

on's objectives are ideftified and made available. This should include resources for opera
the quality management system, and the satisfaction of customers and other interested

be people, infrastfuciure, work environment, information, suppliers and partners, natural re
ources.

nould\be given to resources to improve the performance of the organization, such as

e needs
esource
rces for

e staff,

ht should ensure that the resdurces essential to the implementation of strategy and the achigvement |

ion and |1
parties. |
sources |

|
| effective, effl

it s tenaly mressic lbeon of Foo e eeae I rolatiegs te et peitioe e seecbrainte
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I— tangible resources such as improved realization and support facilities,

intangible re:

organization

planning for

sources such as intellectual property,

resources and mechanisms to encourage innovative continual improvement,

structures, including project and matrix management needs,

information management and technology,
enhancement of competence via focused training, education and learning,
— development of leadership skills and profiles for the future managers of the organization,

use of natural resources and the impact of resources on the environment, and

future resource needs.
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ISO 9001:2000, Quality management systems — Requirements
6.2 Human resources

6.2.1 General

Personnel performing work affecting product quality shall be competent on the basis of appropriate education,

skills and experience.

6.2 Human resources in the educational organization

6.2.1 [General

The edl
teaching

Competence may include elements such as:
— adqptation of curricula to accommodate scientific and technological changes;

— assessment of student achievement and organization effectiveness based on fulfilmen

gog

— ensuring staff competence for carrying out their functions.

Customers need to be assured that the educational organization has the qualified instruc

needed
instructd

of the qiiality records.

11ISO 9004:2000, Quality management systems — Guidelines for performance improvemeénts
|

16.2 Pgople
I

16.2.1 |
1

(Managgment should improve both the effectiveness and efficiency of the organization, inclu
ymanaggment system, through-the involvement and support of people. As an aid to achieving

Iimprov

I— by groviding ongoingtraining and career planning,

I— by astablishiig individual and team objectives, managing process performance and evaluating r

— by defining their résponsibilities and authorities,

— by facilitating involvement in objective setting and decision making,

cational organization should plan a personnel system to maintain and improve\the
and supporting personnel.

Is; and

to meet students' instructional requirements. Qualification may include academic g
rs, employment history, special courses or certificates, and in-service training, which

volvement of people

ent objectives, the-organization should encourage the involvement and development of its

competence of

[ of educational

ional personnel
egrees held by
hould be a part

ing the quality |
ts performance |
pecple I

bsults,

I— by récognizing and rewarding,

— by facilitating the open, two-way communication of information,

I— by continually reviewing the needs of its people,

|
|
I— bye

— byc
1— byu

— by creating conditions to encourage innovation,

nsuring effective teamwaork,
ommunicating suggestions and opinions,

sing measurements of its people's satisfaction, and

— by investigating the reasons why people join and leave the organization.

© 1SO 2003 — Al rights reserved

29


https://standardsiso.com/api/?name=70d7013e95a59be3eeabd16cf4674382

IWA 2:2003(E) Quality Management Systems — Guidelines for the
application of ISO 9001:2000 in education

ISO 9001:2000, Quality management systems — Requirements

6.2.2 Competence, awareness and training

The organization shall

a) determine the necessary competence for personnel performing work affecting product quality,
b) provide training or take other actions to satisfy these needs,

c) evaluate the effectiveness of the actions taken,

d) ensure that its personnel are aware of the relevance and importance of their activities and how they contribute to
the achievement of the quality objectives, and

e) maintain apgropriate records of education, training, skills and experience (see 4.2.4).

6.2.2 Competence, awareness, and training in the educational organization

Top management should provide teaching and supporting staff with information on-how their competence,
awareness, angl training are aligned with their responsibilities, authorities, and. academic-administrative
activities.

The educational organization should:

— carry out systematic actions for detecting competence needs by comparing curricula requiremgnts with
current personnel competencies;

— determine the need for training, or other activities to close any*cempetence gaps;
— ensure thallteachers operate with current and harmonisedcevaluation criteria; and

— keep recordls of academic and administrative staff compéetence. (See 4.2.4 of ISO 9001:2000.)

Records should|show a periodic review of training needs-and their outcome.

:ISO 9004:2000, Quality management systems — Guidelines for performance improvements

16.2.2.1 Compétence

|
 Management should ensure thalthe necessary competence is available for the effective and efficient operatign of the |

j Organization. Management should consider analysis of both the present and expected competence ngeds as
I compared to thg competenss already existing in the organization. I

I Consideration of the need for competence includes sources such as
|

|
| — anticipated management and WOrKlorce succession neeads,
|

|
| — evaluation of the competence of individual people to perform defined activities, and

|
|
16.2.2 Competence, awareness and training !
| |
|
|

— future demapds.related to strategic and operational plans and objectives,

— changes to the organization's processes, tools and equipment,

I — statutory and regulatory requirements, and standards, affecting the organization and its interested parties.
1

|
16.2.2.2 Awareness and training

|
1 Planning for education and training needs should take account of change caused by the nature of the organization's
| processes, the stages of development of people and the culture of the organization.

' The objective is to provide people with knowledge and skills which, together with experience, improve their
competence.
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I Education and training should emphasize the importance of meeting requirements and the needs and expectations |
1of the customer and other interested parties. It should also include awareness of the consequences to thel
I organization and its people of failing to meet the requirements.

1 To support the achievement of the organization's objectives and the development of its people, planning for
1 education and training should consider

experience of people,

tacit and explicit knowledge,

leadership and management skills,

planning and improvement tools,

tear

hbuilding,

proflem solving,

con
cult
knoy

cred

To facili

the
the

munication skills,

ire and social behaviour,

wledge of markets and the needs and expectations of customers and other interested partie
tivity and innovation.

ate the involvement of people, education and training also include
vision for the future of the organization,
pbrganization's policies and objectives,

organizational change and development,

the

nitiation and implementation of improvement processes,

bengfits from creativity and innovation,

the
intrg

peri

Training

objd
prog
res(
iden

eva

prganization's impact on society,
ductory programmes for new peopley.and

pdic refresher programmes for people already trained.
plans should include

ctives,

jrammes and methods,

urces needed,

tification-efnecessary internal support,

uation'in terms of enhanced competence of people, and

o

medstrerment of the effectiveress amd thempactomthe orgamzation:

|
; The education and training provided should be evaluated in terms of expectations and impact on the effectiveness
j and efficiency of the organization as a means of improving future training plans.

© 1SO 2003 — Al rights reserved

, and

31


https://standardsiso.com/api/?name=70d7013e95a59be3eeabd16cf4674382

IWA 2:2003(E)

Quality Management Systems — Guidelines for the

application of ISO 9001:2000 in education

1ISO 9001:2000

6.3

, Quality management systems — Requirements

Infrastructure

The organization shall determine, provide and maintain the infrastructure needed to achieve conformity to product
requirements. Infrastructure includes, as applicable

a) buildings, workspace and associated utilities,
b) process equipment (both hardware and software), and

c) supporting services (such as transport or communication).

6.3 Infrastrd

The educationd
equipment need

The organizatio
storage, safegu

The educationa
necessary infras

Infrastructure in

a)
b)

buildings, W
associated
water,
electrid
gases
health

c)
d)

equipment

support se
necessary.

If the materials
then resources
instructional stn
instruction.

cture in the educational organization

h/ organization should establish arrangements to identify the specific infrastruct
ed to achieve conformity to product requirements.

n should define responsibilities and authorities for carrying out bidding;~purchase, re
arding, installation, usage, and maintenance activities.

| organization should determine programmes for planning, providing and maintai

cludes, when applicable:
orking spaces: classrooms, laboratories, workshops, libraries, green areas;

services, such as

current with the proper installations,
and fuels including those needed for instrumental usage,
services;

for the teaching-learning process: this includes accessories, supplies and consumable

rvices, such as transport, bookstore, school items, cafeterias, refectories and cre

and facilities to be @sed in instruction have not been developed according to this g
should be available \which describe the prerequisites, objectives, standards for asseq
ategies, necesSary controls, and arrangements for all the materials and facilities
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bfructure, and for analysing the associated risks regarding people security and hygiene,

ure and

ception,

hing the

5; and

thes, as

uideline,
sments,
ised for

16.3 Infrastructure

|
IManagement should define the infrastructure necessary for the realization of products while considering the needs
and expectations of interested parties. The infrastructure includes resources such as plant, workspace, tools and

quuipment. support services, information and communication technology, and transport facilities.

IThe process to define the infrastructure necessary for achieving effective and efficient product realization should

linclude the following:

security and

renewal;

a) provision of an infrastructure, defined in terms such as objectives, function, performance, availability, cost, safety, :

1b) development and implementation of maintenance methods to ensure that the infrastructure continues to meet the |

|  Operation of

32

each infrastructure element, based on its criticality and usage;

organization's needs; these methods should consider the type and frequency of maintenance and verification of |
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1 1
1c) evaluation of the infrastructure against the needs and expectations of interested parties; I

'd} consideration of environmental issues associated with infrastructure, such as conservation, pollution, waste and !
recycling. !
|

INatural phenomena that cannot be controlled can impact the infrastructure. The plan for the infrastructure should |
1consider the identification and mitigation of associated risks and should include strategies to protect the interests of |
jinterested parties. I
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6.4 Work environment

The organization shall determine and manage the work environment needed to achieve conformity to product
requirements.

6.4 Work environment in the educational organization

An instruction plan should require that conditions for learning include safe classrooms, offices, laboratories,
dormitories, and common spaces, free of health hazards and physical distractions. Supporting services should
reinforce learnifig and not interfere with the Tearning process. Educational organizations should congider the
learning environment and conditions for-off campus learning environments.

: ISO 9004:2000, Quality management systems — Guidelines for performance improvements :
: 6.4 Work environment :

I Management should ensure that the work environment has a positive influence_an motivation, satisfacfion and |
| performance of| people in order to enhance the performance of the crganizatien. Creation of a suitable work |
| environment, ag a combination of human and physical factors, should include gonsideration of I

I_ creative wolk methods and opportunities for greater involvement to“realize the potential of people in the!

I organization, I
|
safety rules f[and guidance, including the use of protective equipment;

— ergonomics
— workplace Igcation,
— social interafction,
— facilities for peaple in the organization,
— heat, humidity, light, airflow, and

|
|
|
|
|
|
|
|
| hygiene, clepnliness, noise, vibration and(poliution.
|

|
6.5 Information

I Management should treat data~as’ a fundamental resource for conversion to information and the cpntinuall
I development of| an organization's’ knowledge, which is essential for making factual decisions and can stimulate !
linnovation. In order to mana@e-information, the organization should |

— identify its informatipnsheeds,
| — identify and j[access internal and external sources of information,

— convert infolmation to knowledge of use to the organization

| — use the data, information and knowledge to set and meet its strategies and objectives,
| — ensure appropriate security and confidentiality, and

— evaluate the benefits derived from use of the information in order to improve managing information and
knowledge.

:6.6 Suppliers and partnerships

| Management should establish relationships with suppliers and partners to promote and facilitate communication with |
ithe aim of mutually improving the effectiveness and efficiency of processes that create value. There are various |
jopportunities for organizations to increase value through working with their suppliers and partners, such as I

I_ optimizing the number of suppliers and partners, !
| |
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:E.? Natural resources

1Considd
1organizgtion. While such resources are often out of the direct control of the organization, they can
| positive
javailabi
ithe orgd

:6.8 Fi

IResourg
IThe cor
Inecessd

|
I Managg
an effeq

problems, and to avoid costly delays or disputes,

veri

cooperating with suppliers in validation of the capability of their processes,

fications,

encouraging suppliers to implement programmes for continual improvement of performance and te participate in

other joint improvement initiatives,

involving suppliers in the organization's design and development activities to share knowledge and effectively

and efficiently improve the realization and delivery processes for conforming products,

eva

should

:Drganiz

Iresults g
:a} intefnally, by reducing process and product failures, or waste in material and time, or

1b) extd

IRep@rtimg of such matters can also provide a means of determining ineffective or inefficient activitigs, and initiating
:suitable

Improvi

lost

involving partners in identification of purchasing needs and joint strategy development, and

IWA 2:2003(E)

establishing two-way communication at appropriate levels in both organizations to facilitate the rapid solution of 1

monitaring the ability of suppliers to deliver conforming products with the aim of eliminating redundant |

luating, recognizing and rewarding efforts and achievements by suppliers and partners.

ration should be given to the availability of natural resources that can influehce the peri

or negative effects on its results. The organization should have plans, ot \contingency plan
ity or replacement of these resources in crder to prevent or minimize{pegative effects on the
nization.

hancial resources

trol of financial resources should include activitiessor comparing actual usage against p
ry action.

ment should plan, make available and control the financial resources necessary to implems
tive and efficient quality management sysiem and to achieve the organization’s objective
lso consider the development of innovative financial methods to support and encourage img
tion's performance.

E
g

Ig the effectiveness and efficiency. of the quality management system can influence positiy
f the organization, for example

rnally, by reducing preduct failures, costs of compensation under guarantees and warranti
customers and matkets.

improvementactions.

|
ormance of the 1
have significant |
5, to ensure the |
performance of |

e management should include activities for determining.the needs for, and sources of, finahcial resources. |

ans, and taking 1
|

nt and maintain
s. Management
rovement of the

ely the financial 1
|
|
|
bs, and costs of |
|
|
|
|

IThe financial ré&porting of activities related to the performance of the quality management syst¢gm and product I

1 conform)

ity shotld be used in management reviews.
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7 Product realization
7.1 Planning of product realization

The organization shall plan and develop the processes needed for product realization. Planning of product realization
shall be consistent with the requirements of the other processes of the quality management system (see 4.1).

In planning product realization, the organization shall determine the following, as appropriate:
a) quality objectives and requirements for the product;

b) the need to establish processes, documents, and provide resources specific to the product;

c) required verffication, validation, monitoring, inspection and test activities specific to the product and.thel criteria
for product gcceptance;

d) records neefded to provide evidence that the realization processes and resulting product meet requitements
(see 4.2.4).

The output of this planning shall be in a form suitable for the organization's method of operations.

NOTE 1 A docurment specifying the processes of the quality management system (including the ‘product realization prpcesses)
and the resources| to be applied to a specific product, project or contract, can be referred to as,a quality plan.

NOTE 2 The organization may also apply the requirements given in 7.3 to the development of product realization procegsses.

7 Productrealization
7.1 Planning of product realization in the educational organization

Educational organizations should plan, as a minimtm, the different stages of instructional | design,
development, delivery, evaluation and support services-activities, resource allocation, evaluation crit¢ria, and
improvement prpcedures to achieve the desired results.

The organizatiop should plan the necessary resources for all processes.

In educational drganizations, some processes for product realization are:
a) teaching-legrning activities;

b) designing gnd developing currictla;

c) formulation|or establishment)of research areas or projects;

d) training or ¢ther activities;

e) hiring personnel;

f)  acquiring matefials and other resources;

g) admitting of candidates (students);

h) controlling design and development changes in curricula, course calendars, timetables and prerequisites;
i) securing accreditation of programs, professional degrees, and post-graduate studies;

j)  providing library, audiovisual equipment, computers, and other services;

k) providing security, safety and civil protection services;

) allocating classrooms, laboratories, workshops, auditorium, classroom for ceremonies; and

m) maintaining facilities.

The major instructional processes that should be controlled may include needs assessment, instructional
design, development and delivery, and outcome measurement. The major support processes described in
ISO 9001 should also be controlled. For organizations selecting 1SO 9001, control methods developed by

instructors or a control committee may be established. The control method should be part of the management
review to assure that instructional specifications are met and that the control methods are consistent with
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accepted quality practices. Changes in the control method of these major processes should be documented
and the instruction should be evaluated after any change has taken place.

Observations should be made to verify that control methods are effective. Ineffective control methods should
be modified.

r
1150 9004:2000, Quality management systems — Guidelines for performance improvements

I
17 Product realization

|
71 General guidance

|
I 7.1.1 Iptroduction

I Top maphagement should ensure the effective and efficient operation of realization and support prgcesses and the !
| associated process network so that the organization has the capability of satisfying its\interestefl parties. While |
I realization processes result in products that add value to the organization, support processes are also necessary tol
I the orgdnization and add value indirectly. 1

| |
j Any prgcess is a sequence of related activities or an activity that has both input.and output. Manggement should |

define the required outputs of processes, and should identify the necessary inputs and activities nequired for theirI
i effectivg and efficient achievement. i

I The int@rrelation of processes can be complex, resulting in process Aetworks. To ensure the effeclive and efficient |
| operatign of the crganization, management should recognize that thiexoutput of one process may begome the input to 1
I one or fnore other processes. 1
| |
|
|

I Unders{anding that a process can be represented as a sequence of activities aids managemeni in defining the!
| procesq inputs. Once the inputs have been defined, the necessary activities, actions and resources| required for the |
| procesq can be determined, in arder to achieve the desired outputs. 1

| |
| Results|from verification and validation of precesses and outputs should also be considered as inpifits to a process, |

; lo achigve continual improvement of performance and the promotion of excellence throughout the organization. |
Continujal improvement of the organization's processes will improve the effectiveness and efficienty of the c|uali13,rI
managgment system and the orgapization's performance. Annex B describes a “Process for continugl improvement”
that can be used fo assist in the-identification of actions needed for continual improvement of the effectiveness and

: efficiengy of processes.

|
I 7.1.2 Ipsues to be considered

I Procesges should be detumented to the extent necessary to support effective and effigient operation.
I Documéntation relatedsio processes should support

I _ identifying and dommunicating the significant features of the processes,
|
|
| — shafingknpowledge and experience in teams and work groups,
I — megsurement and audit of processes, and

|
|
I The role of people within the processes should be evaluated in order
|

— training in thewpperation of processes,

— analysis, review and improvement of processes.

— to ensure the health and safety of people,
| . .
i to ensure that the necessary skills exist,

| — to support coordination of processes,

I — to provide for input from people in process analysis, and

:— to promote innovation from people.

|
I The drive for continual improvement of the organization's performance should focus on the improvement of thel
I effectiveness and efficiency of processes as the means by which beneficial results are achieved. Increased benefits, I
| improved customer satisfaction, improved use of resources and reduction of waste are examples of measurable |
| results achieved by greater effectiveness and efficiency of processes. I
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1 1
7-1.3  Managing processes I
7.1.3.1 General :

IManagement should identify processes needed fo realize products o satisfy the requirements of customers and I
lother interested parties. To ensure product realization, consideration should be given to associated support|
Iprocesses as well as desired outputs, process steps, activities, flows, control measures, training needs, equipment, |
methods, information, materials and other resources. 1

:An operating plan should be defined to manage the processes, including

|— input and ocutput requirements (for example specifications and resources),
I— activities within the processes,
— verification idati

d products

|— analysis of the process including dependability,

I— identificatior|, assessment and mitigation of risk,

— corrective aipd preventive actions,

— opportunities and actions for process improvement, and

|— control of chianges to processes and products.

j— managing information,
|1— training of pgople,

| — finance-relafed activities,

— infrastructurg and service maintenance,

j— application gf industrial safety/protective equipment, and

I— marketing.

17-1.3.2 Procesfs inputs, outputs and review

IThe process agproach ensures that process input§ are defined and recorded in order to provide a biasis for
Hormulation of rgquirements to be used for verification and validation of outputs. Inputs can be internal or exiernal to |
lthe organization 1

|
biguous or conflicting inplt,réquirements can involve consultation with the affected internal and |

jexternal parties| Input derived from activiies not yet fully evaluated should be subject to evaluation fhrough
subsequent review, verification and ¥alidation. The organization should identify significant or critical feajures of
products and pripcesses in order tordeveélop an effective and efficient plan for controlling and monitoring the getivities
Iwithin its procesges.

1
Resolution of a

I1Examples of inpt issues to censider include

_ competence| of people;

— documentati
|— equipment

n1
pabitity and monitoring, and

I— health, safety and work environment.

IPmcess outputs that have been verified against process input requirements, including acceptance criteria, should

consider the needs and expectations of customers and other interested parties. For verification purposes, the
Ioutputs should be recorded and evaluated against input requirements and acceptance criteria. This evaluation
should identify necessary corrective actions, preventive actions or potential improvements in the effectiveness and
:efficiency of the process. Verification of the product can be carried out in the process in order to identify variation.

IThe management of the organization should undertake periodic review of process performance o ensure the |
| process is cansistent with the operating plan. Examples of topics for this review include I
I— reliability and repeatability of the process, 1
— identification and prevention of potential nonconformities, !
- adequacy of design and development inputs and outputs, :
|— consistency of inputs and outputs with planned objectives, I
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1— potential for improvements, and

|— unresolved issues.

|
17.1.3.3

: Management should ensure that the validation of products demonsirates that they meet the needs and expectations
! of customers and other interested parties. Validation activities include modelling, simulation and trials, as well as

I reviews
|

Product and process validation and changes

involving customers or other interested parties.

I Issues to consider should include

l— qua
! cap

lity policy and objectives,
bility or qualification of equipment

WA 2:2003(E)

—
ope
use

|

|—
1 — disp
env
imp
! Process
I procesd

rating conditions for the product,
or application of the product,
osal of the product,

proguct life cycle,

ronmental impact of the product, and
bct of the use of natural resources including materials and energy.

validation should be carried out at appropriate intervals to ensure-tithely reaction to chang
. Particular attention should be given to validation of processes

for igh value and safety critical products,
whegre deficiency in product will only be apparent in use,
whig¢h cannot be repeated, and

whgre verification of product is not possible.

I The organization should implement a process for effective and efficient control of changes to ensur

| process changes benefit the organization and satisfy the needs and expectations of interested p

I should be identified, recorded, evaluated, reviewed, and controlled in order to understand the
I procesges and the needs and expectations of costomers and other interested parties.

|
jAny changes in the process affecting product characteristics should be recorded and communic

maintai

1 the conformity of the produgtand provide information for corrective action or performance

Ithe organization. Authority for initiating-change should be defined in order to maintain control.

I Qutputs
I desired

|
IUsec-fs

I Risk as

in the form of products(should be validated after any related change, to ensure that the cha
effect.

I processes. The fesults should be used fo define and implement preventive actions to mitigate

I Exampl
|

. faul

s of teols for risk assessment include
modes and effects analysis,

imulation technigues can also be considered in order to plan for prevention of failures or fau

cessment should be undertaken to assess the potential for, and the effect of, possible fail

1
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
ks impacting the:
|
|
|
|
|

b that product or !
arties. Changes |
effect on otherl

|

|
ated in order to

B |
improvement of I

|
hge has had thel
|

|
ls in processes. |

ures or faults in!
identified risks. |

1— faul

e anatyss,

relationship diagrams,
simulation technigues, and
reliability prediction.
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7.2 Customer-related processes

7.21 Determination of requirements related to the product

The organization shall determine

a) requirements specified by the customer, including the requirements for delivery and post-delivery activities,

=2

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

2]

)
)
) statutory and regulatory requirements related to the product, and
)

d) any additionfal requirements determined by the organization.

7.2.2 Review ¢f requirements related to the product

The organizatiop shall review the requirements related to the product. This review shall be.¢onducted prigr to the
organization's commitment to supply a product to the customer (e.g. submission of tenders,acceptance of cpntracts
or orders, acceptance of changes to contracts or orders) and shall ensure that

a) product requirements are defined,
b) contract or grder requirements differing from those previously expressed are fesolved, and

c) the organizgtion has the ability to meet the defined requirements.
Records of the results of the review and actions arising from the review.shall be maintained (see 4.2.4).

Where the cusfomer provides no documented statement of tequirement, the customer requirements shall be
confirmed by th¢ organization before acceptance.

Where product fequirements are changed, the organization-shall ensure that relevant documents are amenfled and
that relevant pefsonnel are made aware of the changed.requirements.

NOTE In some {ituations, such as internet sales, atformal review is impractical for each order. Instead the review gan cover

relevant product information such as catalogues or-advertising material.

7.2.3 Customeér communication

The organization shall determing~and implement effective arrangements for communicating with customers in
relation to

a) product information,

b) enquiries, contractsororder handling, including amendments, and

c) customer fe?dback, including customer complaints.

7.2 Customer-related processes

For the most part, educational organizations provide a service that is intangible, not storable, and consumed
during delivery. Educational organizations provide the opportunity for students to study existing knowledge and
to practice its application. These organizations also have administrative support systems that help to ensure
high-grade instruction. Generic independent customer requirements may include (but are not restricted to) the
following:

a) providing safe, clean facilities with someone in charge;

b) ensuring that two-way communication procedures between individuals and the educational organization
are responsive;
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c) ensuring that all the organizations’ personnel treat interested parties with respect; and

d) providing appropriate activities conducted by qualified personnel.

7.2.1 Determination of product-related requirements in the educational organization

IWA 2:2003(E)

The education requirements are expressed as behaviour needed to meet academic, professional and
society’s expectations.

: ISO 9004:2000, Quality management systems — Guidelines for performance improvements

:?.2 Pracesses related to interested parties

ment should ensure that the organization has defined mutually acceptable processes-faf| communicating |

I1Managg
1 effectivdg
jmaintai
jand for

jof relevant information and should actively involve customers and other interested parties. Exam

I process

1I— reqy
|
|

— mar

j— confract requirements,

I— com
|

|
|— prog

— ben

IThe org

Tparty, bfﬂre initiating its action to comply. This understanding and its impact should be mutually a

Iparticip

| R —

ly and efficiently with its customers and other interested parties. The organization-shoul
such processes to ensure adequate understanding of the needs and expectations of its in
ranslation into requirements for the organization. These processes should include/dentifica

information include
irements of the customer or other interested parties,
ket research, including sector and end-user data,

petitor analysis,
chmarking, and
esses due to statutory or regulatory requirements.

pnization should have a full understanding of the'process requirements of the customer, or

nts.

implement and |
erested parties, |
ition and review |
ples of relevant |

other interested !
tceptable to the !

© 1SO 2003 — Al rights reserved

41


https://standardsiso.com/api/?name=70d7013e95a59be3eeabd16cf4674382

IWA 2:2003(E)

Quality Management Systems — Guidelines for the

application of ISO 9001:2000 in ed

ucation

1ISO 9001:2000,

The organization

c) the responsibilities and authorities for design and development.

Quality management systems — Requirements

7.3 Design and development

7.3.1 Design and development planning

shall plan and control the design and development of product.

During the design and development planning, the organization shall determine

a) the design and development stages,

b) the review, verification and validation that are appropriate to each design and development stage, and

The organization shall manage the interfaces between different groups involved in design and development iq ensure
effective communication and clear assignment of responsibility.

Planning output|shall be updated, as appropriate, as the design and development progresses.

7.3 Design and development

7.3.1 Design|and development planning in the educational organization

In designing anfl developing the curriculum plan, the organization should-consider entrance to the next grade
to be the exit leyel from the present grade or competence level.

Top managemgnt should consider the design and developmentiof education for the benefits of studgnts and
other customery.

Design control activities should be appropriate to the purpose and duration of the education.

Procedures should ensure that appropriate instructioh-materials match the instruction requirements.

Calibrated equipment may be needed for some.instructional purposes.

Since needs agsessments include student.achievement and organization effectiveness, these assessments
should include potential or actual performarnce requirements to determine:

— how instrudtion can help studentS)to become competent;

— how new rgquirements can_bgé met;

— specific measures of instructional effectiveness; and

— if skills to b taught-match curricular requirements.

These assessments should provide information that can be used in the instruction review process Where

lidation of instruction is not permitted. a peer review nrocess could be adonted.
g T g Lt

experimental v

A needs analysis report should provide input to the instructional design process, describe the results of the
needs assessment and state the goals for design.

Typically a report should:

to meet;

identify the

42

state why training was chosen as the means to improve performance;

state how the gaps are to be met in performance terms and state the rationale;

target student population;

identify preventive action;

state any differences between required and acquired performance gaps that the instruction was designed

© 1SO 2003 — Al rights reserved


https://standardsiso.com/api/?name=70d7013e95a59be3eeabd16cf4674382

Quality Management Systems — Guidelines for the IWA 2:2003(E)

application of ISO 9001:2000 in education

— specify any changes in instruction activities; and

— state that all relevant safety and legislative regulations are observed even when not stated in a contract,

instruction specification, or curriculum.

:ISO 9004:2000, Quality management systems — Guidelines for performance improvements

7.3 Design and development

7.3.1 General guidance

I Top management should ensure that the organizaticn has defined, implemented and maintained the necessary |

I design jand development processes to respond efiectively and efficiently to the needs and expectations of its|

I customérs and other interested parties.

|
When dlesigning and developing products or processes, management should ensure that the organiz

I capablg of considering their basic performance and function, but all factors that contribute ‘temeeting

: considelr life cycle, safety and health, testability, usability, user-friendliness, dependability, durability,

: environnent, product disposal and identified risks.

| Managgment also has the responsibility o ensure that steps are taken to idéntify and mitigate pot
jusers of the products and processes of the organization. Risk assessajent should be undertake
| botentigl for, and the effect of, possible failures or faults in products_orprocesses. The results of
1 should be used to define and implement preventive actions to mitigate the identified risks. Example
j assessment of design and development include

I — des|gn fault modes and effects analysis,
|

|
| — religbility prediction,

— faulf tree analysis,

| — relationship diagrams,
|
|
| — simylation technigues.

— ranking techniques, and

|
ation is not only
the product and

procesd performance expected by customers and other interested parties. For example, the orgdnization should

ergonomics, the :

1
ential risk to the |
n to assess the
the assessment |
5 of tools for risk |
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7.3.2 Design and development inputs

Inputs relating to product requirements shall be determined and records maintained (see 4.2.4). These inputs shall
include

a) functional and performance requirements,
b) applicable statutory and regulatory requirements,
c) where applicable, information derived from previous similar designs, and

d) other requirements essential for design and development.

These inputs shall be reviewed for adequacy. Requirements shall be complete, unambiguous and not in conflict with
each other.

7.3.3 Design and development outputs

The outputs of design and development shall be provided in a form that enables verification against the dedign and
development inqut and shall be approved prior to release.

Design and dev¢lopment outputs shall

a) meet the input requirements for design and development,
b) provide appfopriate information for purchasing, production and for service provision,
c) contain or re]ference product acceptance criteria, and

d) specify the gharacteristics of the product that are essential for its safesand proper use.

7.3.2 Design|and development inputs in the educational organization
The educational organization should identify the inputs'to the design of curricula.

They should indude:

— results on eéffectiveness of instructional materials;
— certificatiorl, licenses or occupational requirements;
— data on research of student learning capacity;

— the requiredl competence of teachers;

— prerequisitgs for courses;and

— difficulty levyel of objectjves.

7.3.3 Design|and development outputs

Design and developmentoutputs-should—atleast—include-thefollowing-
— Skills and knowledge to be acquired;

— assessment of performance;

— appropriate instruction strategies; and

— reliable delivery media.
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7.3.2 Design and development input and output

'The organization should identify process inputs that affect the design and development of products and facilitate

IWA 2:2003(E)

| effective and efficient process performance in order to satisfy the needs and expectations of customers, and those of '
Iother interested parties. These external needs and expectations, coupled with those internal to the organization, !
I'should be suitable for translation into input requirements for the design and development processes.

| Examples are as follows:

la) exte

—

— 1

c) inpy
and

product
ldirect ci
land vali

1
1 The out]
joutput d

I— datg

b) inteqnal inputs such as

rnal inputs such as

— customer or marketplace needs and expectations,

TeEds and expecaton of oter merested parties,
Eupplier's contributions,

iser input to achieve robust design and development,
changes in relevant statutory and regulatory requirements,
nternational or national standards, and

ndustry codes of practice;

holicies and objectives,

needs and expectations of people in the organization, including.these receiving the output o
echnological developments,

competence requirements for people performing design and development,

eadback information from past experience,

ecords and data on existing processes and produets, and

butputs from other processes;

ts that identify those characteristics of progesses or products that are crucial to safe and pry
maintenance, such as

bperation, installation and application;

sforage, handling and delivery,

bhysical parameters and the-aovironment, and

equirements for disposatof the products.

trelated inputs basgdon an appreciation of the needs and expectations of end users, as wel

stomer, can be jmportant. Such inputs should be formulated in a way that permits the prody
Hated effectivelip.and efficiently.

hut shouldinglude information to enable verification and validation to planned requirements.
f design-and development include

demonsirating the comparison of process inputs to process outpuis,

the process,

hper functioning

as those of the

ct to be verified |
|

1
Examples of the |

— prod

uc l:lnpm'ﬂr*::iinnt including acceptance criteria

|— process specifications,

I material specifications,

— testi

ng specifications,

I— training requirements,

— user and consumer information,

|— purchase requirements, and

I— reports of qualification tests.

|
jDesign and development outputs should be reviewed against inputs to provide objective evidence that outputs have

Ieﬁectively and efficiently met the requirements for the process and product.
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7.3.4 Design and development review

At suitable stages, systematic reviews of design and development shall be performed in accordance with planned
arrangements (see 7.3.1)

a) to evaluate the ability of the results of design and development to meet requirements, and

b) to identify any problems and propose necessary actions.

Participants in such reviews shall include representatives of functions concerned with the design and development
stage(s) being reviewed. Records of the results of the reviews and any necessary actions shall be maintained (see

4.2.4).

7.3.5 Design gnd development verification

Verification shal| be performed in accordance with planned arrangements (see 7.3.1) to ensure that the delign and
development outputs have met the design and development input requirements. Records of the resulty of the
verification and any necessary actions shall be maintained (see 4.2.4).

7.3.6 Design gnd development validation

elopment validation shall be performed in accordance with plannéd arrangements (see 1.3.1) to
ensure that the fesulting product is capable of meeting the requirements for the.specified application or intendled use,
where known. Wherever practicable, validation shall be completed prior te the delivery or implementatiop of the
product. Records of the results of validation and any necessary actions shall be maintained (see 4.2.4).

Design and dey

7.3.7 Control ¢f design and development changes

viewed,
opment
red.

elopment changes shall be identified and_records maintained. The changes shall be r¢g
Hated, as appropriate, and approved before implementation. The review of design and deve
clude evaluation of the effect of the changes on constituent parts and product already delive

Design and de
verified and vali
changes shall in

Records of the 1

esults of the review of changes and any necessary actions shall be maintained (see 4.2.4).

7.3.4 Design

Depending on i
could be planneg
development
certification). Rq

A design report

bsults  versus) the corresponding requirements (i.e. professional profiles, com

and development reviewin the educational organization

s complexity, the design and development review could be done in one or several sf
d as per 7.3.1. RPatticipants from relevant activities in each stage should review the de

cords for complex matters could be minutes of formal meetings.

review<(assessment and evaluation) process should be used for all instructional desi

ages, or
5ign and
[petence

ns. The

review should be accamplished by a team of people including those who are responsible for the design, some
interested parties,~and some not responsible for the design. These people review the design repprts and

should be respdTTsiblefor fuoging the atequacy of the OesSIgITto et e TeqUuIiTeTIents:

The design process should be evaluated and revised in terms of the instructional outcome desired. This
review should be based upon experience of successful projects and information from the subsequent
development and implementation phases.

A development process should be documented and used by developers. There may be a specific process
statement for each delivery medium, or a generic process for all media. These processes include the
sequence of steps in the development process, the personnel involved, the review processes, and associated
criteria.

A development report or checklist should be generated to document the procedures used and how they
ensured that the instruction meets the design specifications.
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An instruction review process should be used for all instruction. Personnel who participate in the review and
who are responsible for its revisions should be identified. Criteria for acceptance, in terms of readiness for use
in instruction, should be specified and may include the following:

a)

development of the instruction;

b)
c)

approval of the prose, illustrations, and appearance by editorial and graphics specialists;

approval of content accuracy by one or more subject-matter specialists who did not participate in the

approval, if appropriate, of the technological soundness by a technology specialist; tryout trial of both the

instruction and the criterion-referenced assessments with students from the target population, and
revisions made based upon the experience of students; and

d)
co

eted including the sunnort materials for students as well as procedures and suppb
7 T ™ Lg ™

at least one of the tryouts trials should be in an environment similar to that in which the instruction will be

rt materials for

pre

In the
reviewe
customd

7.3.5

Design
plan. Th
and dey
design d

7.3.6

This prd
or syllah

Validatiq
are accq

7.3.7

In the e
and res|

The rev
should 4

:ISO 90

baring instructors.

mplementation phase, organizations should describe how the development-prod
0 and revised based upon successive project-by-project experience with the,proces
rs complaints that become available during the process.

Design and development verification in the educational organization

verification should be performed in one or several stages aceofding to the design a
is activity could be performed either internally, by any specialist'who has not participaf
elopment verification, or externally. The design and development output stage sh
evelopment input specifications.

Design and development validation in the educational organization

cess is carried out to ensure that planned product characteristics are met by the rest
us design.

n should be performed generally on the final design stages. Among others, piloting
bpted validation methods.

Control of design and development changes in the educational organization

Hucation environment the\rapid evolution of knowledge leads to periodic curricula and

sion of any subjéct ‘should include the evaluation of its effect on the entire curricull
e maintained.

:7.3.3 i

I Top management should ensure that appropriate pecple are assigned to manage and conduct systematic reviews to
Idetermine that design and development objectives are achieved. These reviews may be conducted at selected points

D4:2000; Quality management systems — Guidelines for performance improvements

ess should be
5, including any

nd development
ed in the design
ould match the

Ulting curriculum

and certification

syllabus review,

iiting revision. These.¢hanges should be identified, documented, authorised and comnyunicated.

m, and records

Jesign and development review

1in the design and development process as well as at completion.

1 . . .
IExampIes of topics for such reviews include

|1— adequacy of input to perform the design and development tasks,

eval

progress of the planned design and development process,

meeting verification and validation goals,

uation of potential hazards or fault modes in product use,

life-cycle data on performance of the product,
control of changes and their effect during the design and development process,
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1
|1— identification and correction of problems,

1
|
I_ opportunities for design and development process improvement, and !
|
|

— potential impact of the product on the environment.

| At suitable stages, the organization should also undertake reviews of design and development cutputs, as well as the !
Iprocesses, in order to satisfy the needs and expectations of customers and people within the organization who !
Ireceive the process output. Consideration should also be given to the needs and expectations of other interested |
I parties. 1
|

Examples of verification activities for output of the design and development process include

I— comparisons of input requirements with the output of the process,

— comparative methods, such as alternative design and development calculations

j— evaluation apainst similar products,

I— testing, simylations or trials to check compliance with specific input requirements, and
— evaluation against lessons learned from past process experience, such as nonconformities and deficiengies.
I'Validation of the| output of the design and development processes is important for the successful reception fnd use
1 by customers, spippliers, people in the organization and other interested parties.

:Participaticm by the affected parties permits the actual users to evaluate the output by such means as
1— validation of|engineering designs prior to construction, installation or applicatian,

I_ validation of|software outputs prior to installation or use, and

— validation of|services prior to widespread introduction.

IPartial validation of the design and development outputs may be nesgssary to provide confidence in the|r future
lapplication.

|
1 Sufficient data should be generated through verification and validation activities to enable design and development
ymethods and degisions to be reviewed. The review of method§should include

I— process and|product improvement,

I usability of dutput,

— adequacy of| process and review records,
|— failure invesiigation activities, and

I_ future desig and development process-nkeds.
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7.4 Purchasing

7.4.1 Purchasing process

The organization shall ensure that purchased product conforms to specified purchase requirements. The type and
extent of control applied to the supplier and the purchased product shall be dependent upon the effect of the
purchased product on subsequent product realization or the final product.

The organization shall evaluate and select suppliers based on their ability to supply product in accordance with the
organization's requirements. Criteria for selection, evaluation and re-evaluation shall be established. Records of the
results of evaluations and any necessary actions arising from the evaluation shall be maintained (see 4.2.4).

7.4.2 Burchasing information

Purchaging information shall describe the product to be purchased, including where appropriate
a) requirements for approval of product, procedures, processes and equipment,
b) reqgyirements for qualification of personnel, and

c) quality management system requirements.

The orglnization shall ensure the adequacy of specified purchase requirements prior to their comnunication to the
supplier

7.4.3 Verification of purchased product

The organization shall establish and implement the inspection or other activities necessary fgr ensuring that
purchased product meets specified purchase requirements.

Where the organization or its customer intends tg perform verification at the supplier's premises, the organization
shall stgte the intended verification arrangements and method of product release in the purchasing [nformation.

7.4 Purchasing

No guidance is considered necessary.

11SO 9004:2000, Quality'management systems — Guidelines for performance improvements 1
1 1
17.4 Plrchasing 1
1 1
17.41 Rurchasing process I
1 1

|Tﬂ'p maragereT Hof-Hreorf et tratierrshootdensare-thateffectve-and-effictent pulbhﬂ.‘_};llu processes are defined and 1
jimplemented for the evaluation and control of purchased products, in order that purchased products satisfy the |
jorganization's needs and requirements, as well as those of interested parties. I

Use of electronic linkage with suppliers should be considered in order to optimize communication of requirements. |
1 1
1 To ensure the effective and efficient performance of the organization, management should ensure that purchasing |
|processes consider the following activities: I

I— timely, effective and accurate identification of needs and purchased product specifications;

:— evaluation of the cost of purchased product, taking account of product performance, price and delivery;

|— the organization's need and criteria for verifying purchased products;
I— unique supplier processes;

|
|

— consideration of contract administration, for both supplier and partner arrangements;
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warranty replacement for nonconforming purchased products;

rements;
tification and traceability;

of product;

documentation, including records;

rchased product which deviates from requirements;

access to suppliers' premises;
product delivery, installation or application history;
supplier development;

1— identificatiol

:Requirements i
Ibeneﬁt from ava
relation to their
'process. This cq

anad mingation or risks associalted wWith the purchased product.

r suppliers' processes and product specifications should be developed with suppliers.in
lable supplier knowledge. The arganization could also involve suppliers in the purchasing pri
products in order to improve the effectiveness and efficiency of the organizatipn's pur
uld also assist the organization in its control and availability of inventory.

I The organizatiof should define the need for records of purchased product verification, communication and re

1to nonconformiti
|

7.4.2 Supplier

IThe organizatio
Imaterials, to de
lorder to ensure

: Examples of inp)
evaluation o
performancd
review of pu
audits of su

checking su

financial as
cooperation|

supplier ser

the supplier"
the supplier"

Es in order to demonstrate its own conformity to specification.

control process

1
|
|
|
|
|
|
|
|
|
|
|
|
|
|
brder o I
hCess in
chasing :
|
sponse |
|
|
|
|

h should establish effective and efficient processes to ideatify potential sources for pufchased !

elop existing suppliers or partners, and to evaluate theirzability to supply the required pro
he effectiveness and efficiency of overall purchasing prtocesses.

uts to the supplier control process include
relevant experience,
of suppliers against competitors,
chased product quality, price, delivery\performance and response to problems,

pplier management systems and.evaluation of their potential capability to provide the fequired
products eff@ctively and efficiently and within $chedule,

pplier references and available data on customer satisfaction,
essment to assure the~wiability of the supplier throughout the intended period of sup

supplier response to inquiries, Quotations and tendering,

ice, installatiorand support capability and history of performance to requirements,

supplier awgreness of and compliance with relevant statutory and regulatory requirements,

b logistie-eapability including locations and resources, and
E standing and role in the community, as well as perception in society.

Hucts in1
|

ply and

(Management s

| ol " ol I DL T - b I =k e I
U LUTTSTUET dLUOUTTS TITTUGU TU TS Tainm Uis UTyariieainunm S PRCTTUTTTANTLE dEil TU SalisTy 1

jparties in the event of supplier failure.

rested
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ISO 9001:2000, Quality management systems — Requirements
7.5 Production and service provision

7.5.1 Control of production and service provision

The organization shall plan and carry out production and service provision under controlled conditions. Controlled
conditions shall include, as applicable

a) the availability of information that describes the characteristics of the product,
b) the availability of work instructions, as necessary,

c) the use of suitable equipment,

Validatig

b) app

d) requ

d) the ;Iavailability and use of monitoring and measuring devices,
e) the implementation of monitoring and measurement, and

f) the Implementation of release, delivery and post-delivery activities.

7.5.2 Malidation of processes for production and service provision

The orghnization shall validate any processes for production and service provision where the resultir]
be verifled by subsequent monitoring or measurement. This includes anfy processes where defic
apparerft only after the product is in use or the service has been delivered.

The orghnization shall establish arrangements for these processes including, as applicable
a) deﬁTed criteria for review and approval of the processes;
oval of equipment and qualification of personnel,

c) useof specific methods and procedures,

e) revalidation.

n shall demonstrate the ability of these processes to achieve planned results.

irements for records (see 4.2.4), and

g output cannot
encies become

7.5 Production and service provision
7.5.1 [Control of production and service provision in the educational organization

Top mahagement (superintendents, principals, directors, faculty senates, deans, vice-preside

in co-of
taught,

determining compliance with the learning objectives.

The edl

eration with’the instructors, should identify overall topics and themes of the subje
the generally accepted methods of instruction, and establish various accepted

nts, presidents)
ct matter to be
measures for

cational organization should ensure the control of processes. For this, an educatio

hal organization

should ¢

onsider the 1ollowing processes, as appropriate:

— selecting and enrolling students;

— designing curricula on different subjects;

— developing course catalogues;

— allocating teaching loads;

— providing practice manuals for laboratories and workshops;

— allocating the resources necessary to carry out off-campus instruction;

— developing course material;

— establishing methods to verify academic performance;
— allocating spaces for classrooms, laboratories, workshops, libraries, and other similar spaces; and

— tuto

ring and consulting on vocational opportunities.
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If a contract agreement requires further support of students after completion of their program of studies, the
organization should indicate how such support will be given and monitored.

The aptitude, knowledge, skills and ability of new students should be assessed to ensure that the instruction
can be provided at an appropriate level and at an appropriate pace. Advertising, course brochures, and other
items produced by the instructional organization should state clearly how prior education, training, and
experience are related to the learning needs of students. The absence of specific entrance requirements need
not negate an assessment of individual student needs that may be then used to adjust the instruction to those
individual needs.

A database should be established to identify the actual instruction provided, which may include:

a) student course records;

b) the course yllabus;

c) the learner|group schedule;
d) textbook and edition;

e) list of instructors' names;

f)  instruction materials; and

g) relevant pre-requisite knowledge or experience.

7.5.2 Validatjon of processes for production and service provision in‘the educational organization

This clause shquld be applied when monitoring and measurement of educational services cannot b¢ carried
out as described in 8.2.3.

The validation df learning processes should include, as necessary:

— design and|development validation results of curricula or-syllabus;
— equipment gpproval and teachers' qualifications;

— course notgs and examination papers;

— records dafa; and

— revalidation frequency.

: ISO 9004:2000, Quality management systems — Guidelines for performance improvements :
:7.5 Productipn and service-operations :
[
[

:7.5.1 Operation and realization

I Top management should go beyond control of the realization processes in order to achieve both compliance with I

Irequirements ar|d‘provide benefits to interested parties. This may be achieved through improving the effectiveness I
1and efficiency DlWMﬂﬂmmW 1

_ reducing waste,
|

|

|
|— training of people, I
|— communicating and recording information, 1
— developing supplier capability, :
I— improving infrastructure, 1
— preventing problems, :
|— bprocessing methods and process yield, and I
I— methods of monitoring. 1
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(see 4.2.

ISO 9001:2000, Quality management systems — Requirements

7.5.3 ldentification and traceability
Where appropriate, the organization shall identify the product by suitable means throughout product realization.
The organization shall identify the product status with respect to monitoring and measurement requirements.

Where traceability is a requirement, the organization shall control and record the unique identification of the product

4).

NOTE In some industry sectors, configuration management is a means by which identification and traceability are maintained.

7.5.3 |ldentification and traceability in the educational organization

Identifichtion and traceability of relevant information should include, as necessary:
— curficula, course, content unit codes;

— stu]ient identification records;

— lea

— texq

— laboratory equipment; and

— resgarch contracts.

The ondoing monitoring and performance status of students/groups should be identified and re

11SO 9004:2000, Quality management systems“= Guidelines for performance improvements

17.5.2 Identification and traceability

|
| The org
| order to

! The nedd for identification and traceability may arise from
|

— statps of products, includifig-component parts,

— statpis and capability gf-processes,

— bengphmarking performance data, such as marketing,

— Ccon

— intepded\use or application,

— hazbrdaus materials _and

ner group schedules;

books/notes;

anization can establish a process for identification and traceability that goes beyond the
collect data which can be usedfor improvement.

ract requireqients, such as product recall capability,

corded.

requirements in

|
|
|
|
|
| — releyant statetery and regulatory requirements,
|
|
I
|

— mitigation of identified risks.
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NOTE Customer

1ISO 9001:2000,

7.5.4 Customer

Quality management systems — Requirements

property

The organization shall exercise care with customer property while it is under the organization's control or being used
by the organization. The organization shall identify, verify, protect and safeguard customer property provided for use
or incorporation into the product. If any customer property is lost, damaged or otherwise found to be unsuitable for
use, this shall be reported to the customer and records maintained (see 4.2.4).

property can include intellectual property.

7.5.4 Customerproperty in the educational organization

hal organization, property provided by customers/students is that provided at the mid
bgistration or registration renewal purposes and during the service provision®) Amo
e are:

In the educatio
admission for r
documents, the

documents
documents

intellectual
medical ex
exams, tes
final works,

application

student/cus

facilities for

Customer propq
computers, soft
As appropriate,
use in instructio

11SO 9004:2000
1

17.5.3 Customgr property

|
| The organizatio
other interested

I Examples of su

oroperty agreements;

hms, studies or certificates of the student;

records andl documents of the student’s academic history;

given by students, such as certificates, diplomas of previous scholar\levels, per:
(birth certificate, identifications) and other similar ones;

s or paperwork performed by the student;

prototypes developed and others;

b, records or documents given by the student for hijs\registration or registration renewal;

tomer owned equipment; and

courses provided at the customer’s premises.

riy includes items such as textbooks, workbooks, case studies, special education pr
ware, art supplies, or facilities supplied by companies that purchase instruction for em
standards and specificationssmiay be established for supplied materials to ensure suite

, Quality management systems — Guidelines for performance improvements

h should-idéntify responsibilities in relation to property and other assets owned by custom)
partigs~and under the control of the arganization, in order to protect the value of the
h-property are

ment of

hg other

sonal ID

4

bvisions,
ployees.
bility for

|
|
|
|
ers andl

roperty. |
|

| — ingredients
 J—
I —_—

54

T COMpONeENts suppied-for mcosiom fma progoct;

product supplied for repair, maintenance or upgrading,

packaging materials supplied directly by the customer,

customer materials handled by service operations such as storage,

services supplied on behalf of the customer, such as transport of customer property to a third party, and
— customer intellectual property, including specifications, drawings and proprietary information.
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ISO 9001:2000, Quality management systems — Requirements

7.5.5 Preservation of product

shall also apply to the constituent parts of a product.

The organization shall preserve the conformity of product during internal processing and delivery to the intended
destination. This preservation shall include identification, handling, packaging, storage and protection. Preservation

7.5.5 Preservation of product in the educational organization

The educational organ/zat/on should consider preservmg academ/c documents such as sy//abus curricula and

printed @

ams, files, etc.).

Supplies for education and/or training processes, could also be included, e.g., chemicals.for laboratories, raw
or proc¢ssed materials for pilot plants, limited shelf-life products for teaching purposes qr research and

development work.

There may be some limited applications of this element in ISO 9001 which include the method|of delivery, how
materials should be presented to the student, equipment that needs to becavailable (e.g., video tapes), efc.
For resident students there may also be services that should be provided such as health, counselling,

persond safety, lodgings, food services, etc.

s S i ot st

IISO 9004:2000, Quality management systems — Guidelines for performance improvements

:?.5.4 Areservation of product

IManaggment should define and implement processes forandling, packaging, storage, preservation and delivery of 1
Iproduct|that prevent damage, deterioration or misuse during internal processing and final delivery of the product. 1
IManaggment should invelve suppliers and partners idefining and implementing effective and efficignt processes to |

I pratect purchased material.

|

Managgment should consider the need for any special requirements arising from the nature of the
requirements can be associated with saftware, electronic media, hazardous materials, products requiring special
people for service, installation or application, and products or materials that are unique or irreplaceaple.

product. Special

IManaggment should identify resourcés needed to maintain the product throughout its life cycle to grevent damage, 1

Ithe resq

urces and methods ne@ded to preserve the intended use of the product throughout its life cy

Ideteriorgtion or misuse. The organization should communicate information to the interested parties involved about |

cle. |
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ISO 9001:2000, Quality management systems — Requirements

7.6 Control of monitoring and measuring devices

The organization shall determine the monitoring and measurement to be undertaken and the monitoring and
measuring devices needed to provide evidence of conformity of product to determined requirements (see 7.2.1).

The organization shall establish processes to ensure that monitoring and measurement can be carried out and are
carried out in a manner that is consistent with the monitoring and measurement requirements.

Where necessary to ensure valid results, measuring equipment shall

a) be calibrated or verified at specified intervals, or prior to use, against measurement standards traceable to
international or national measurement standards; where no such standards exist, the basis used for calibration or
verification ghaltbe recorded,

b) be adjusted or re-adjusted as necessary;
c) be identified|to enable the calibration status to be determined;
d) be safeguarged from adjustments that would invalidate the measurement result;

e) be protected from damage and deterioration during handling, maintenance and storage.

In addition, the|organization shall assess and record the validity of the previous measuring results when the
equipment is foynd not to conform to requirements. The organization shall take appropriate action on the eguipment
and any producl affected. Records of the results of calibration and verification shall\oe maintained (see 4.2.4).

When used in the monitoring and measurement of specified requirements, the.ability of computer software tp satisfy
the intended application shall be confirmed. This shall be undertaken_prior to initial use and reconfirmed as
necessary.

NOTE See SO 10012-1 and ISO 10012-2 for guidance.

7.6 Control pf monitoring and measuring devices in the educational organization

To ensure thafl measurement capability is consistent with the measurement requirements, measurement
systems should|be validated for their reliability.and utility.

Monitoring anal measurement should be._carried out during instruction to assure conformity with the
instructional plan. This may include student performance profiles, assessments of personnel recorddq, written
course assessments, observations.\which note whether instructors are following the plan, apd final
examinations.

If follow-ups of |graduates identify omitted or incorrect instruction, the educational organization may| wish to
recall the matenals and/or pravide students with the missing or corrected instruction.

l'so 9004:2000, Quality management systems — Guidelines for performance improvements

:?.6 Control of measuring and monitoring devices :

IManagement should define and implement effective and efficient measuring and monitoring processes, including I
1methods and devices for verification and validation of products and processes to ensure the satisfaction of customers |
1and other interested parties. These processes include surveys, simulations, and ather measurement and monitaring |
jactivities. |

IIn order fo provide confidence in data, the measuring and monitoring processes should include confirmation that lhe
dewces are fit for use and are maintained to suitable accuracy and accepted standards, as well as a means nf

|denl|fy|ng the status of the devices. |

IThe organization should consider means to eliminate potential errors from processes, such as "fool-proofing”, for |
| verification of process outputs in order to minimize the need for control of measuring and monitoring devices, and to |
jadd value for interested parties. I
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8 Measurement, analysis and improvement

8.1 General

The organization shall plan and implement the monitoring, measurement, analysis and improvement processes
needed

a) to demonstrate conformity of the product,
b) to ensure conformity of the quality management system, and

c) to continually improve the effectiveness of the quality management system.

This shall include determination of applicable methods, including statistical techniques, and the extgnt of their use.

8 Measurement, analysis and improvement
8.1 General guidance in the educational organizations

The edycational organization should establish a process for collecting the-appropriate information, including
the idehtification of information sources. Data should be used{to- ensure the effectjveness of the
teaching/learning process. Examples include control graphs, histograms, Pareto charts, satisfgction surveys of
customer and other identified interested parties, teaching: methods, organizational-administrative
measuréments, measurements of variables related to studehts, teaching staff, support $taff, and other
relevant|indicators such as failures, expenses, dropout and stidents' performance.

The measurement process for education and supporting-processes should be divided into the following steps:
— dediding which measurements will be of value to-monitor;
— observing and making qualitative and/or quantitative measures; and

— converting information into knowledge,

11ISO 9004:2000, Quality management systems — Guidelines for performance improvements
|

:8 MT:surement, analysis and improvement

18.1 General guidance

|
18.1.1 Iptroduction

|
Measurpment data”’are important for making fact-based decisions. Top management should ensure effective and
efficien] meastrement, collection and validation of data to ensure the organization's performance an:Flthe satisfaction
t

of intergsted \parties. This should include review of the validity and purpose of measurements and the intended use

of data lo_ensure added value to the organization

|
|
|
|
|
|
|
|
|
|
|
| |
I Examples of measurement of performance of the organization's processes include |
|
|
|
|
|
|
|
|
|
|
|
1

! _ measurement and evaluation of its products,

I .
1= capability of processes,

| — achievement of project cbjectives, and

I — satisfaction of customer and other interested parties.

|
1 The organization should continually monitor its performance improvement actions and record their implementation,

1 as this can provide data for future improvements.

! The results of the analysis of data from improvement activities should be one of the inputs to management review in

Iorder to provide information for improving the performance of the organization.
|
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1
18.1.2 Issues to be considered

I Measurement, analysis and improvement include the following considerations:
|

18)

58

measurement data should be converted to information and knowledge to be of benefit to the organization;

measurement, analysis and improvement of products and processes should be used to establish appropriate

priorities for

the organization;

measurement methods employed by the organization should be reviewed periodically, and data should be

verified on a

continual basis for accuracy and completeness;

benchmarking of individual processes should be used as a tool for improving the effectiveness and efficiency of 1

processes;

measureme

performance;

use of meag
organization
such inform
appropriate
be impleme

the effectivg
whether the

where proc

and should be the basis for performance improvement and the involvement of igterésted
htion should be current, and its purpose should be clearly defined;

lools for the communication of information resulting from the analyses of the\measurements
ted;

ness and efficiency of communicating with interested parties shodld be measured to dg
information is timely and clearly understood;

pss and product performance criteria are met, it may still Be_Beneficial to monitor and

performance data in order to understand better the nature of the characieristic under study;

the use of
measureme

self-assess
system and
improvemery

ht variation, and can thereby improve process and preduct performance by controlling variat

hent should be considered on a periodic basis t6/assess the maturity of the quality mang
the level of the organization's performance, as well as to define opportunities for perfd
t (see annex A).

|
appropriate statistical or other techniques can help.n%he understanding of both procgss and

urements, and the generating and communicating of the information obtained, are gssentifl to the 1

parties; |
|

should:

1
termine |

analyse |
|

|

|
gement 1
rmance |

on;
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ISO 9001:2000, Quality management systems — Requirements
8.2 Monitoring and measurement

8.2.1 Customer satisfaction

As one of the measurements of the performance of the quality management system, the organization shall monitor
information relating to customer perception as to whether the organization has met customer requirements. The
methods for obtaining and using this information shall be determined.

8.2 Monitoring and measurement

8.2.1

The educational organization should have reliable methods for monitoring and |meas

satisfac
evidenc
frequen

Examplq
satisfaciion surveys regarding the courtesy of administrative and teaching.staff.

r

S0 90
1

/8.2

1
18.2.1

1g.2.1.1
|

1 Top ma

1quality 1
I gatig

1 .

I inte
1— fina
|
|
|
18.2.1.2

|
Measur:

! collectidhn of steh information may be active or passive. Management should recognize that there a
Iof cust mer-related information, and should establish effective and efficient processes to collect, 3
Ithis infdrmiation for improving the performance of the organization. The organization should ide
lcustomer and end-user information, available in written and verbal forms, from internal and external sources.

)

ln
cial measurements, and
— self

Customer satisfaction in the educational organization

ion. Trend indicators of customer satisfaction should be documented and support
. The organization should communicate the results of customer ‘Satisfaction

-

Cies to interested parties.

bs of monitoring and measurement of customer satisfaction include timely answers

easuring and monitoring
Measurement and monitoring of system performance

General

agement should ensure that effective-and efficient methods are used to identify areas for img
nanagement system performance. Examples of methods include

faction surveys for customers and other interested parties,

al audits,

assessment.

Measurement and monitoring of customer satisfaction

ment andvmonitoring of customer satisfaction is based on review of customer-related i

D4:2000, Quality management systems — Guidelines for performance improvements

uring customer
ed by objective
at appropriate

5 fo complaints,

rovement of the

hformation. The
e many sources

|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
nalyse and use !

ntify sources of !

IExamples of customer-related information include

customer and user surveys,

feedback on aspects of product,

customer requirements and contract information,
market needs,

service delivery data, and

— information relating to competition.

IManagement should use measurement of customer satisfaction as a vital tool. The organization's process for |
Irequesting, measuring and maonitoring feedback of customer satisfaction should provide information on a continual 1
| basis. This process should consider conformity fo requirements, meeting needs and expectations of cusiomers, as |

jwell as
1

©1S0 20

the price and delivery of product.
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1 1
IThe organization should establish and use sources of customer satisfaction information and should cooperate with |
|its customers in order to anticipate future needs. The organization should plan and establish processes to listen |
| effectively and efficiently to the “voice of the customer”’. Planning for these processes should define and implement |
data-collection methods, including information sources, frequency of collection, and data-analysis review. Examples |
jof sources of information on customer satisfaction include I

I— customer complaints,

— communicating directly with customers,

— qguestionnaires and surveys,

|— subcontracted collection and analysis of data,
I— focus groups,

— reports from consumer organizations

1
1
|
1
1
1
|
1
— reports in various media, and |
1

1— sector and ipdustry studies.
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ISO 9001:2000, Quality management systems — Requirements

8.2.2 Internal audit

The organization shall conduct internal audits at planned intervals to determine whether the quality management
system

a) conforms to the planned arrangements (see 7.1), to the requirements of this International Standard and to the
quality management system requirements established by the organization, and

b) is effectively implemented and maintained.
An audit programme shall be planned, taking into consideration the status and importance of the processes and
areas to be audited, as well as the results of previous audits. The audit criteria, scope, frequency and methods shall
be defined—Setectorefauditorsandconductofaudisshaltensure-objectvityand-tmpartatty-ofthe audit process.
Auditord shall not audit their own work.

The responsibilities and requirements for planning and conducting audits, and for reportingmesults and maintaining
records|(see 4.2.4) shall be defined in a documented procedure.

The maphagement responsible for the area being audited shall ensure that actions aré taken without undue delay to
eliminate detected nonconformities and their causes. Follow-up activities shall inclade the verificatign of the actions
taken afd the reporting of verification results (see 8.5.2).

NOTE $ee ISO 10011-1, I1ISO 10011-2 and ISO 10011-3 for guidance.

8.2.2 |Internal audit in the educational organization

The edycational organization should carry out internal audits considering aspects related to|the educational
product| accreditation and certification, failures in the teaching/learning process, the effectiveness of teaching
methods, educational processes and performance \of the quality management system. The organization
should document the final report of the internal audit,

Examplé¢s of aspects to be evaluated are:
— verlfying that the procedures for the achievement of educational objectives have been fully implemented;
— verlfying that quality management.system requirements have been achieved;

— verffying that sufficient resources have been provided to achieve quality objectives;
— qudlity records as stated'inthe quality management system;

— activities of the organization personnel that affect quality; and

— enduring that IS@)9001 requirements are known, implemented, and maintained.

NOTE [See ISO 190)11:2002.

: 1ISO 900472000, Quality management systems — Guidelines for performance improvemeénts

18.2.1.3 Internal audit
| |
| Top management should ensure the establishment of an effective and efficient internal audit process to assess the |
| strengths and weaknesses of the guality management system. The internal audit process acts as a management tool |
i for independent assessment of any designated process or activity. The internal audit process provides an
j independent tool for use in obtaining objective evidence that the existing requirements have been met, since the
I internal audit evaluates the effectiveness and efficiency of the organization. I

It is important that management ensure improvement actions are taken in response to internal audit results. Planning !
I for internal audits should be flexible in order to permit changes in emphasis based on findings and objective evidence |
I obtained during the audit. Relevant input from the area to be audited, as well as from other interested parties, should |
| be considered in the development of internal audit plans. 1
| |
| |
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1
| Examples of subjects for consideration by internal auditing include

— capability of

effective and efficient implementation of processes,
opportunities for continual improvement,

processes,

effective and efficient use of statistical techniques,

use of information technology,

analysis of quality cost data,

effective and efficient use of resources,

process and product performance results and expectations,
adequacy and accuracy of performance measurement

Internal audit r
recognition by

18.2.1.4 Financ

|
{Management sh

jcomparable me
Ic:rg;zmizaticm. Ex

|1— prevention g
I— nonconformi
:— internal and
|— life-cycle cof
|

improvemert activities, and
relationship$ with interested parties.

orting sometimes includes evidence of excellent performance in order to provide opportu
anagement and motivation of people.

al measures

ould consider the conversion of data from processes to financial information in order to
Asures across processes and to facilitate improvement of the ‘effectiveness and efficienc
amples of financial measures include

nd appraisal costs analysis,

ty cost analysis,

external failure cost analysis, and
t analysis.

I!3.2.1.5 Self-assessment

ities for

provide
v of the

ITop management should consider establishing and implementing self-assessment. This is a careful evaluation, I

lusually performed by the organization's own _‘management, that results in an opinion or judgement

|1 effectiveness a

Iby the organizption to benchmark its performance against that of external organizations and wor

|performance. S
jthe internal audi
jpalicies, proced
jmanagement sy

'The range and d
IThe self-assess
lefficiency of the

efficiency of the organizatign)and the maturity of the quality management system. It can

If-assessment also aids in-evaluating the performance improvement of the organization,
t process of an organization is an independent audit used to obtain objective evidence that
ires or requiremenis,have been met, as it evaluates the effectiveness and efficiency of thg
Etem.

epth of self-assessment should be planned in relation to the organization's objectives and p|
ment approach described in annex A focuses on determining the degree of the effectivend
implementation of the organization's quality management system. Some of the advantages

lthe self-assess

)

ent'approach given in annex A are that

of thel
he used |
|d-class |
¥hereas |
existing |
quality |
|
riorities. !
bss and |

Of using |
|

it is simple t@uadersiand

it is easy to use,
it has minimal impact on the use of management resources, and
it pravides input for enhancing the performance of the organization's quality management system.

lAnnex A is only one example of self-assessment. Self-assessment should not be considered as an alternative to |
linternal or external quality auditing. Use of the approach described in annex A can provide management with an |
1overall view of the performance of the organization and the degree of maturity of the quality management system. It |
1can also provide input for identifying areas in the organization requiring performance improvement and in helping to |
jdetermine priorities.
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ISO 9001:2000, Quality management systems — Requirements

8.2.3 Monitoring and measurement of processes

The organization shall apply suitable methods for monitoring and, where applicable, measurement of the quality
management system processes. 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, to
ensure conformity of the product.

8.2.3 Monitoring and measurement of processes in the educational organization

cational -oraanization-shorld -maaciira and maonitar tha nraocaconc piond o manann

and deliver the

The edy
educatid

Examplés of the processes that should be monitored include, but are not limited to:
— adrinistration of enrolments and assessments;
— record management; and

— edlcational programmes.

The edl

of meth¢ds include comparative analysis, statistical methods, cycle time, etc.

Fo— = -

11SO 9004:2000, Quality management systems — Guidelines for performance improvements

1 8.2.2 Measurement and monitoring of processes

' The arg

in proc

| Measurpments should be used for managing daily operations, for evaluation of the processes that m
1 small-sfep or ongoing continual improvements, as well as for breakthrough projects, according t
| strategif objectives of the organization

I Measurpments of process performance should cover the needs and expectations of interested parti

! manner
|

— capgbility,
— readgtion time,
— cycle time onthroughput,

— med

CotrooT— O gorZat o —orTotTa—icaotl C—al 1o 11T otor P oot oo T o 0o T O —to—Tarago

nal products. Measurement should be done at appropriate periods.

cational organization should document methods used in ordér to measure the proce

anization should identify measurement methods and should perform measurements to g

5S management.

Examples include

surablg-aspects of dependability,

sses. Examples

valuate process

! performjance. The organization should incorparate these measurements info processes and use thg measurements !
|

|
y be suitable for |
the vision and |

Bs in a balanced:

— the effectiveness and efficiency of the organization's peaple,

— utilization of technologies,

— waste reduction, and

|
|
|
|
|
11— yielqi,
|
|
|
|
|

— cost allocation and reduction.
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1ISO 9001:2000

the planned arra

, Quality management systems — Requirements

8.2.4 Monitoring and measurement of product

The organization shall monitor and measure the characteristics of the product to verify that product requirements
have been met. This shall be carried out at appropriate stages of the product realization process in accordance with

ngements (see 7.1).

Evidence of conformity with the acceptance criteria shall be maintained. Records shall indicate the person(s)
authorizing release of product (see 4.2.4).

Product release and service delivery shall not proceed until the planned arrangements (see 7.1) have been
satisfactorily completed, unless otherwise approved by a relevant authority and, where applicable, by the customer.

8.2.4 Monito

The educationa
in order to main

For all types of
be used to mea

A range of mea

The results of
products achieV

:ISO 9004:2000

|
1 The organizatio
1products. The m
jinterested partig

'When selecting
: customer needs
13)
|

the types off

1g.2.3 Measurel[n

ring and measurement of product in the educational organization

organization should establish and use methods for monitoring educational product o
fain established educational processes.

education, specific evaluation processes, such as assessments, tests or examinations
sure the progress toward fulfilling the curriculum requirements.

sures from observation of performance to a full set of examinations may be used.

this evaluation process should be recorded and used.fo*demonstrate that the edy
ed the planned objectives.

, Quality management systems — Guidelines’for performance improvements

ent and monitoring of product

easurement of product should be planned and performed in order to verify that the requiren
s have been achieved and used to improve the realization processes.

measurement methods for-ensuring that products conform to requirements and when con
and expectations, the organization should consider the following:

oftware and tglsrequired;

b suitablemeasurement points in the realization process sequence;

tablished points for witness or verification of selected characteristics of a product;

product characteristics, which then determine the types of measurement, suitable measjirement
means, the accuracy required dand-skills needed;

Cs to be'measured at each point, and the documentation and acceptance criteria to be used;

Ltcomes

, should

cational

should establish and specify the mgasurement requirements (including acceptance criteria) for its |

hents of |
|

Bidering

Ib) equipment, §
¢) the location
d) characteristi
e) customer eg|
f)

a)

authorities, t
type test

qualification

final inspecti

inspections Gr tesung required 10 be winessed or perormed Dy stalutory and regulaiory authores,

where, when and how the organization intends, or is required by the customer or statutory and regulatory

0 engage qualified third parties to perform
ing,

in-process inspections or testing,
product verification,

product validation, and

product qualification;

of people, materials, products, processes, and the quality management system;

on to confirm that verification and validation activities have been completed and accepted;

recording the results of product measurements.
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I The organization should review the methods used for measuring products and the planned records of verification, to |
jconsider opportunities for performance improvement. Typical examples of product measurement records that could |

jbe cons
I— insp

idered for performance improvement include
ection and test reports,

I_ material release notices,

— product acceptance forms, and

|— certificates of conformity as required.

I 8.2.4 Measurement and monitoring the satisfaction of interested parties

I The aorganization should identify the measurement information required to meet the needs of interested parties (other |

I than cu
I informa
1 and par|

! For

o]
—

(=
-
n
o
=

8
-n
o
=

=5
—

For

el e e e e e e e e e e T T T T

ttomers), in relation to the processes of the organization in order to balance the allocation of
ion should include measurements relating to the people in the organization, owners and~nv
tners, as well as society. Measurement examples are as follows.

people in the organization, the crganization should

survey the opinions of its people regarding how well the organization satisfies\their needs a
[and

owners and investors, the organization should

hssess its capacity to attain defined objectives,

[ssess its financial performance,

evaluate the impact of external factors on its results, and
dentify the value contributed by the actions taken.

suppliers and partners, the arganization should

survey the opinions of suppliers and partngrs on their satisfaction with the purchasing p
prganization,

monitor and supply feedback on the-perormance of suppliers and partners and their com
prganization's purchasing policy, and

Assess the quality of product purchased, contributions from suppliers and partners, and
derived from the relationship.

society, the organizatiopshould

define and track suitable data relative to its cbjectives, in order o achieve satisfactory interac|
and

periodically assess the effectiveness and efficiency of its actions and the perceptions of its
Felevant parts’of society.

Assess individual and collective performances and their contribution to arganizational results.

resources. Suchl
pstars, suppliers 1
|
|

|
hd expectations, |

rocesses of the |

|
pliance with thel
|

mutual benefits !
|

ion with society, 1
|

performance by :

© 1SO 2003 — Al rights reserved

65


https://standardsiso.com/api/?name=70d7013e95a59be3eeabd16cf4674382

IWA 2:2003(E) Quality Management Systems — Guidelines for the

application of ISO 9001:2000 in education

ISO 9001:2000, Quality management systems — Requirements

8.3 Control of nonconforming product

The organization shall ensure that product which does not conform to product requirements is identified and
controlled to prevent its unintended use or delivery. The controls and related responsibilities and authorities for
dealing with nonconforming product shall be defined in a documented procedure.

The organization shall deal with nonconforming product by one or more of the following ways:

a) by taking action to eliminate the detected nonconformity;

b) by authorizing its use, release or acceptance under concession by a relevant authority and, where applicable, by
the customer;

c) by taking acfion fo preclude iis original infended use or application.

Records of the pature of nonconformities and any subsequent actions taken, including concessions abtaingd, shall

be maintained ($ee 4.2.4).

rming product is corrected it shall be subject to re-verification to demonstrate. conformity to the

When nonconfo
requirements.

rming product is detected after delivery or use has started, the organization shall take action

e effects, or potential effects, of the nonconformity.

When nonconfg
appropriate to th

8.3 Control pf nonconforming products in the educational 6rganization

honconformities can may be found include, but are<not limited to, training plans, teaching staff

formance, materials, and services provided for educational organizations.

Areas in which
and student per

Where a noncdnformity exists, involving student participation in the educational process, students may be,

where permitted:
a) provided with additional training and permitted to be reassessed;
b)
c)

Nonconforming

to continuelin the educational programme in.accordance to defined procedures; and

transferred|to another study programme,

lproducts may include educational programmes, training plans, support materials, or topls.

Waivers for spegial programs shouldbe recorded and reviewed annually.

, Quality management systems — Guidelines for performance improvements

:ISO 9004:2000

: 8.3 Control ¢

[
|
f nonconformity :
|

: 8.3.1 General :

| Top management should empower people in the organization with the authority and responsibility fo reporti
I nonconformities at any stage of a process in order to ensure timely detection and disposition of nonconformities. |
| Authority for response to nonconformities should be defined to maintain achievement of process and product)
| requirements. The organization should effectively and efficiently control nonconforming product identification, |
| segregation and disposition in order to prevent misuse. I

' Where practical, nonconformities should be recorded, together with their disposition, to assist learning and to provide !
| data for analysis and improvement activities. The organization may also decide that nonconformities to both product :

I realization and support processes should be recorded and controlled.

| |
| The organization can also consider recording information on those nonconformities that are corrected in the normal |
j course of work. Such data can provide valuable information for improving the effectiveness and efficiency of

| brocesses.
1
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