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Foreword 

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 ISO member body has the right to be represented. International organizations, governmental and non-
governmental, in liaison with ISO, also take part in the work. 

In order to respond to urgent market requirements, ISO has also introduced the possibility of preparing 
documents through a workshop mechanism, external to its normal committee processes. These documents 
are published by ISO as International Workshop Agreements. Proposals to hold such workshops may come 
from any source and are subject to approval by the ISO Technical Management Board which also designates 
an ISO member body to assist the proposer in the organization of the workshop. International Workshop 
Agreements are approved by consensus amongst the individual participants in such workshops. Although it is 
permissible that competing International Workshop Agreements exist on the same subject, an International 
Workshop Agreement shall not conflict with an existing ISO or IEC standard. 

An International Workshop Agreement is reviewed after three years, under the responsibility of the member 
body designated by the Technical Management Board, in order to decide whether it will be confirmed for a 
further three years, transferred to an ISO technical body for revision, or withdrawn. If the International 
Workshop  Agreement is confirmed, it is reviewed again after a further three years, at which time it must be 
either revised by the relevant ISO technical body or withdrawn. 

Attention is drawn to the possibility that some of the elements of this International Workshop Agreement may 
be the subject of patent rights. ISO shall not be held responsible for identifying any or all such patent rights. 

International Workshop Agreement IWA 2 was approved at a workshop held in Acapulco, Mexico, in October 
2002, and hosted by the General Bureau of Standards (DGN), with the support and cooperation of the 
organizations in charge of coordinating the Mirror Subcommittee for Quality Management Systems within the 
Mexican ISO Committee, the Mexican Institute for Standardization and Certification (IMNC) and the National 
Committee for Standardization on Quality Management Systems (COTENNSISCAL). The meeting was 
facilitated by the Latin-American Institute for Quality (INLAC). 

The text which is in italics and not boxed represents the text approved at the workshop. For the benefit of the 
user, the ISO 9001 requirements are included in boxed text before the comparable clause in this International 
Workshop Agreement. Information marked “NOTE” is for guidance in understanding or clarification. 

The text of ISO 9004 is also provided to allow those users who wish to move beyond the requirements of 
ISO 9001 to enhance the efficiency of their quality management system in pursuit of continual improvement of 
performance. The ISO 9004 text is in dashed boxes following the comparable clause. 

This corrected version of IWA 2:2003 incorporates a second page to the Supplement, which was omitted by 
mistake. 
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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 Investigación y Desarrolo de la Formación para el Trabajo (CIDFORT) 
Colegio de Calidad Empresarial, S.C. 
Consultoría Profesional en Sistemas de Calidad 
CAAP 
CSC 
Grupo Raloy 
Instituto de Ciencias, Humanidades y Technologías de Guanajuato (ICYTEG) 
Instituto Latinoamericano para la Calidad (INLAC) 
Instituto Mexicano de Normalización y Certificación (IMNC) 
Instituto Politécnico Nacional (IPN) 
 Centro de Estudios Científicos y Tecnológicos No. 7 “Cuauhtémoc” 
 Centro de Investigación e Innovación Tecnológica 
 División de Metrología, Normas y Calidad Industrial 
 Unidad Profesional Interdisciplinaria de Biotecnología 
Instituto Tecnológico de Oaxaca 
Instituto Tecnológico y de Estudios Superiores de Monterrey (ITESM) 
Qualitec Internacional, S.A. de C.V. 
Secretaría de Educación Pública (SEP) 
 Coordinación de Asesores de la Subsecretaría de Educación Superior e Investigación Científica 
 Coordinación General de Universidades Tecnológicas 
 Unidad Administradora del Proyecto para la Modernización de la Educación Técnica y la Capacitación 
Sindicato Nacional de Trabajadores de la Educación 
Tecno-Ingeniería Computacional, S.A. de C.V. 
Universidad Nacional Autónoma de México, UNAM 
 Facultad de Ingeniería 
Universidad de Colima 
Universidad Tecnológica de Tula Tepeji 
Universidad  Tecnológica Fidel Velázquez 
 
 
Delegates and observers from the following countries and organizations participated during the workshop held 
in Acapulco. 
 
Delegates: 
Argentina, Instituto Argentino de Normalización (IRAM) 
Australia, Standards Australia International (SAI) 
Brazil, Petrobras and DS 
Canada, Canadian Center for Management Development 
Colombia, Instituto Colombiano de Normalización Técnica y Calidad (ICONTEC) 
Denmark, TQM I/S 
Germany, DIN 
México, COTENNSISCAL, IPN, SEP, INLAC and ITESM 

STANDARDSISO.C
OM : C

lick
 to

 vi
ew

 th
e f

ull
 PDF of

 IW
A 2:

20
03

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


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

 

vi  © ISO 2003 — All rights reserved
 

Spain, AENOR 
Sweden, RFK AB 
United Kingdom, British Standards Institution 
United States, DPA Training and INFORM 
Venezuela, FONDONORMA 
 
Observers: 
Centro de Investigación y Desarrollo de la Formación para el Trabajo (CIDFORT) 
Colegio Nacional de Educación Profesional Técnica (CONALEP) 
Det Norske Veritas 
Instituto Argentino de Normalización (IRAM) 
Instituto Chapultepec 
Instituto de Ciencias, Humanidades y Tecnologías de Guanajuato (ICYTEG) 
Instituto Latinoamericano para la Calidad (INLAC) 
Instituto Politécnico Nacional 
 ESIME Azcapotzalco 
INTERPRO Consultores 
Secretaría de Educación del Estado de Tabasco 
Secretaría de Educación Pública 
 Coordinación General de Universidades Tecnológicas 
 Dirección General de Centros de Formación para el Trabajo 
 Dirección General de Educación Tecnológica Agropecuaria 
 Dirección General de Educación Tecnológica Industrial 
 Unidad Administradora del Proyecto para la Modernización de la Educación Técnica y la Capacitación 
Colegio de Posgraduados 
TESCAP 
Universidad ETAC 
Universidad Nacional Autónoma de México 
 Facultad de Ingeniería 
Universidad Tecnológica de Aguascalientes 
Universidad Tecnológica de Tula Tepeji 
Universidad Tecnológica de Tecámac 
Universidad Tecnológica de Torreón 
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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 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 ISO 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 ISO 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 ISO 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 
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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. 
 
 
 
ISO 9001:2000, Quality management systems — Requirements 
 

 

STANDARDSISO.C
OM : C

lick
 to

 vi
ew

 th
e f

ull
 PDF of

 IW
A 2:

20
03

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


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

IWA 2:2003(E)

 

© ISO 2003 — All rights reserved  3
 

Figure 1 — Model of a process-based quality management system 
 
 
0.2 Process approach in educational organizations 
Educational organizations that provide educational products should define their processes. These processes, 
which are generally multidisciplinary, include administrative services and other forms of support, as well as 
those concerning assessment, such as: 
 a strategic process to determine the role of the educational organization in the socio-economic 

environment; 
 provision of the teaching capability of the learning providers; 
 maintenance of the working environment; 
 developing, reviewing and updating study plans and curricula; 
 admission and selection of applicants; 
 student’s education follow-up and assessment; 
 final assessment aimed to grant the student an academic degree, a degree that will be supported by a 

diploma, acknowledgement, bachelor’s degree or certificate of competencies; 
 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 
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ISO 9001:2000, Quality management systems — Requirements 
 
1 Scope 

 

1 Scope for educational organizations 
This International Workshop Agreement (IWA) provides guidelines for the application of ISO 9001:2000 in 
educational 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 certification. 

Each clause of ISO 9001:2000, framed with a continuous solid line, 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. 
 

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

 
 
ISO 9001:2000, Quality management systems — Requirements 
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ISO 9001:2000, Quality management systems — Requirements 
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ISO 9001:2000, Quality management systems — Requirements 
 

 
 
3 Terms and definitions in educational organizations 
For the purposes of this IWA, the terms and definitions given in ISO 9000:2000 and the following apply. 

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

[ISO 9000:2000] 
EXAMPLE A customer can be a consumer (in education, generally a learner), a client or purchaser (in education, 
generally a person or body funding the learner who may also be the learner), an end-user (in education, generally the 
person or organization that benefits from the learning achieved by the learner). 

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

[ISO 9000:2000] 
EXAMPLE An interested party can be a customer (3.1), parents’ association, other related educational organization 
(3.5) or society. 

NOTE A group can comprise an organization, a part thereof, or more than one organization. 

3.3 
educational process 
process resulting in educational product (3.4) 

3.4 
educational product 
product concerned with education 
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. 
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ISO 9001:2000, Quality management systems — Requirements 
 
4 Quality management system 

 
 
4 Quality management system 

4.1 General requirements in the educational organization 

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

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 measurement of results; 

b) the conditions for 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. 
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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) educational faculty organization development; and 

g) operation of libraries, workshops, and laboratories. 
 
 
ISO 9004:2000, Quality management systems — Guidelines for performance improvements 
 
4 Quality management system 
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ISO 9001:2000, Quality management systems — Requirements 
 
4.2 Documentation requirements 
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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); 

 accreditation and certification programmes; 

 study 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 management system 
and interactions of its educational and support processes. It should include, or contain, references to all 
applicable documented procedures required by ISO 9001 and other criteria upon which the quality 
management system is based. 
 

4.2.2.2 Control of documents in the educational organization 

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

 for editing, reviewing and approving internal documents, including their identification and revision status; 

 for controlling external documents, mainly the relevant regulations that should be continuously updated; 

 which ensure  that documents are available to the organization’s personnel; and 

 for managing and controlling the student’s legal documents, for ensuring the traceability of educational 
services and verifying the fulfilment of requirements in  the established educational stages. 

Documents used to define, direct, and control instruction and support activities should be controlled (see 7.1). 
Documents 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, etc. 
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). 
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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 privacy protection, such as: 

 design report; 

 development report; 

 instructor certifications or qualifications; 

 impact evaluation; 

 student performance records and instruction reviews; 

 evidence of completion (certificate, credit, diploma, etc.); 

 loss, damage, or unsuitable use of student supplied materials; 

 complaints; 

 participation in research; 

 prerequisite skills; and 

 copyright records or permission to use information. 

The specific requirements for records within an educational organization quality management system are 
defined in clauses 5 to 8 by reference to 4.2.4. 
 
 
ISO 9004:2000, Quality management systems — Guidelines for performance improvements 
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ISO 9001:2000, Quality management systems — Requirements 
 
5 Management responsibility 

 
 
5 Management responsibility 

5.1 Management commitment in the educational organization 

Top management (a person or a group of people who direct and control an educational organization at the 
highest level) should identify the factors which satisfy the needs and expectations of the customer. 

Top management should ensure that educational programmes and processes comply with legal and 
regulatory requirements for their certification or accreditation. 

The main requirement of this clause is that top management identifies and shows their commitment to achieve 
the development and continual improvement of the quality management system. 

Some strategies that could be used in educational organizations are: 

 organization quality policies; 

 communicating the quality management system plan throughout the organization; and 

 communication plan reviewing and follow-up. 

Among other means, establishing a communication plan and ensuring its review and follow-up ensures the 
visibility of the commitment and values of top management which creates the proper environment for: 

 establishing a quality policy that allows all the members of the organization to know the vision 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 actions; 

 ensuring availability, as far as possible, of human and material resources, necessary for achieving 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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5 Management responsibility 

5.1 General guidance 
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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 and expectations should be identified by taking into account that an educational organization has very 
specific needs and expectations. Therefore, customers’ needs and expectations should be defined by the 
particular educational organization. 

Customers' requirements are often implied. They should be defined and documented as curriculum 
requirements that include well-defined learning outcomes and specified performance indicators, instructional 
designs that should be reviewed at the proposal stage and, as a minimum, annually thereafter to assure that 
all requirements are met and are aligned with the organization’s objectives. 
 
 
ISO 9004:2000, Quality management systems — Guidelines for performance improvements 
 
5.2 Needs and expectations of interested parties 
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5.3 Quality policy in the educational organization 
Quality policy should be documented. 

The quality policy should be consistent with professional standards, government rules and regulations, and 
other policies of the educational organization. Managers should ensure that the quality policy is understood, 
implemented, and maintained by the organization. 

The educational organization top management should use the quality policy for guiding and leading the 
decision-making of the personnel involved in the continual improvement of the educational process. 
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5.4 Planning 

5.4.1 Quality objectives in the educational organization 

Objectives should be measurable and pertinent to the activities and processes of the quality management 
system, besides being aligned with the organization’s quality policy. 

Quality objectives should be integrated in the educational organizations’ overall objectives, support service 
specifications, and include performance measures or indicators. 
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5.4 Planning 
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5.4.2 Quality management system planning in the educational organization 

Quality management system planning should consist of the activities and resources needed to achieve the 
educational organization’s objectives. For examples refer to ISO 9004.  
 
 
ISO 9004:2000, Quality management systems — Guidelines for performance improvements 
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5.5 Responsibility, authority and communication 

5.5.1 Responsibility and authority in the educational organization 

The educational organization top management should clearly describe the organizational structure, with a 
focus on processes which support the development and deployment of the quality management system. This 
should include responsibility and authority delegation per functional area of the personnel involved in the 
quality management system processes. 
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5.5 Responsibility, authority and communication 
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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 9001:2000 are met on an on-going basis and that the guidance provided in this IWA is being 
implemented. This person should know the contents of these standards and be available for advice on their 
implementation. 
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5.5.3 Internal communication in the educational organization 

The educational organization top management should ensure that there are communication processes 
vertically, at the different organization levels, as well as horizontally, through different areas and departments, 
in order to share information related to the effectiveness of the quality management system. 
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5.6 Management review in the education sector 

5.6.1 General 

The educational organization top management should carry out the quality management system review 
periodically, according to the organization's needs, in order to assess the effectiveness in the fulfilment of 
requirements and indicators of the quality management system, and should establish preventive and 
corrective actions for identified or potential nonconformities. 

A review of the quality management system should include the scheduled periodic review of the instructional 
and support systems, customer satisfaction, assessment criteria, evaluation results, and documented 
improvements. This list is neither exhaustive nor prescriptive. Records of these reviews should be kept. 
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5.6 Management review 
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5.6.2 Review input in the educational organization 

Input information to assess the quality management system effectiveness should consider the students and/or 
customers, and also for example: 

 comparative studies with other organizations, e.g. benchmarking; 

 status of follow-up actions on graduates; and 

 proposals for improvement/changes. 

A review of the quality management system should include the scheduled periodic review of the educational 
and support processes, customer satisfaction, assessment criteria, evaluation results, and documented 
improvements. This list is neither exhaustive nor prescriptive. 
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5.6.3  Review output in the educational organization 

The educational organization top management, as a result of reviewing the quality management system, 
should: 

 establish improvement parameters for the processes of the educational organization, for example 
teaching-learning; and 

 revise or perform again the design review when a textbook or interactive learning programme is changed. 
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6 Resource management 
6.1 Provision of resources in the educational organization 

The organization providing educational services should establish arrangements for identifying resource needs 
for the performance of the teaching-learning processes. The organization should also ensure resource 
availability for effective functioning of the quality management system, as well as  providing resources for 
enhancing customer satisfaction by meeting customer requirements. The organization should: 
a) establish information inputs for detecting the needs for resources; 
b) perform resource planning at a short, medium and long term; 
c) carry out the follow-up of verification and assessment tasks; and 
d) provide the resources to communicate effectively to the instruction staff, the administrative staff, 

employees and customers. 
 

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

6.1 General guidance 
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6.2 Human resources in the educational organization 

6.2.1 General 

The educational organization should plan a personnel system to maintain and improve the competence of 
teaching and supporting personnel. 

Competence may include elements such as: 

 adaptation of curricula to accommodate scientific and technological changes; 

 assessment of student achievement and organization effectiveness based on fulfilment of educational 
goals; and 

 ensuring staff competence for carrying out their functions. 

Customers need to be assured that the educational organization has the qualified instructional personnel 
needed to meet students' instructional requirements. Qualification may include academic degrees held by 
instructors, employment history, special courses or certificates, and in-service training, which should be a part 
of the quality records. 
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6.2 People 
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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, and 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 requirements with 
current personnel competencies; 

 determine the need for training, or other activities to close any competence gaps; 

 ensure that teachers operate with current and harmonised evaluation criteria; and 

 keep records of academic and administrative staff competence. (See 4.2.4 of ISO 9001:2000.) 

Records should show a periodic review of training needs and their outcome. 
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6.2.2 Competence, awareness and training 
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6.3 Infrastructure in the educational organization 

The educational organization should establish arrangements to identify the specific infrastructure and 
equipment needed to achieve conformity to product requirements. 

The organization should define responsibilities and authorities for carrying out bidding, purchase, reception, 
storage, safeguarding, installation, usage, and maintenance activities. 

The educational organization should determine programmes for planning, providing and maintaining the 
necessary infrastructure, and for analysing the associated risks regarding people security and hygiene. 

Infrastructure includes, when applicable: 

a) buildings, working spaces: classrooms, laboratories, workshops, libraries, green areas; 

b) associated services, such as 
 water, 
 electric current with the proper installations, 
 gases and fuels including those needed for instrumental usage, 
 health services; 

c) equipment for the teaching-learning process: this includes accessories, supplies and consumables; and 

d) support services, such as transport, bookstore, school items, cafeterias, refectories and  crèches, as 
necessary. 

If the materials and facilities to be used in instruction have not been developed according to this guideline, 
then resources should be available which describe the prerequisites, objectives, standards for assessments, 
instructional strategies, necessary controls, and arrangements for all the materials and facilities used for 
instruction. 
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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 learning and not interfere with the learning process. Educational organizations should consider the 
learning environment and conditions for-off campus learning environments. 
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7 Product realization 
7.1 Planning of product realization in the educational organization 

Educational organizations should plan, as a minimum, the different stages of instructional design, 
development, delivery, evaluation and support services activities, resource allocation, evaluation criteria, and 
improvement procedures to achieve the desired results. 

The organization should plan the necessary resources for all processes. 

In educational organizations, some processes for product realization are: 
a) teaching-learning activities; 
b) designing and developing curricula; 
c) formulation or establishment of research areas or projects; 
d) training or other activities; 
e) hiring personnel; 
f) acquiring materials 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; 
l) 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 ISO 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. 
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7 Product realization 

7.1 General guidance 
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7.1.3 Managing processes 
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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 

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

7.3.1 Design and development planning in the educational organization 

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

Top management should consider the design and development of education for the benefits of students and 
other customers. 

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

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

Calibrated equipment may be needed for some instructional purposes. 

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

 how instruction can help students to become competent; 

 how new requirements can be met; 

 specific measures of instructional effectiveness; and 

 if skills to be taught match curricular requirements. 

These assessments should provide information that can be used in the instruction review process. Where 
experimental validation of instruction is not permitted, a peer review process could be adopted. 

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: 

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

 state any differences between required and acquired performance gaps that the instruction was designed 
to meet; 

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

 identify the target student population; 

 identify preventive action; 
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 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. 
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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 include: 

 results on effectiveness of instructional materials;  

 certification, licenses or occupational requirements; 

 data on research of student learning capacity; 

 the required competence of teachers; 

 prerequisites for courses; and 

 difficulty level of objectives. 
 
7.3.3 Design and development outputs 

Design and development outputs should, at least, include the following: 

 skills and knowledge to be acquired; 

 assessment of performance;  

 appropriate instruction strategies; and 

 reliable delivery media. 
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7.3.4 Design and development review in the educational organization 

Depending on its complexity, the design and development review could be done in one or several stages, or 
could be planned as per 7.3.1. Participants from relevant activities in each stage should review the design and 
development results versus the corresponding requirements (i.e. professional profiles, competence 
certification). Records for complex matters could be minutes of formal meetings. 

A design report review (assessment and evaluation) process should be used for all instructional designs. The 
review should be accomplished 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 reports and 
should be responsible for judging the adequacy of the design to meet the requirements. 

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

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

c) 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) at least one of the tryouts trials should be in an environment similar to that in which the instruction will be 
conducted, including the support materials for students as well as procedures and support materials for 
preparing instructors. 

In the implementation phase, organizations should describe how the development process should be 
reviewed and revised based upon successive project-by-project experience with the process, including any 
customers complaints that become available during the process. 
 
7.3.5 Design and development verification in the educational organization 

Design verification should be performed in one or several stages according to the design and development 
plan. This activity could be performed either internally, by any specialist who has not participated in the design 
and development verification, or externally. The design and development output stage should match the 
design development input specifications. 
 
7.3.6 Design and development validation in the educational organization 

This process is carried out to ensure that planned product characteristics are met by the resulting curriculum 
or syllabus design. 

Validation should be performed generally on the final design stages. Among others, piloting and certification 
are accepted validation methods. 
 
7.3.7 Control of design and development changes in the educational organization 

In the education environment the rapid evolution of knowledge leads to periodic curricula and syllabus review, 
and resulting revision. These changes should be identified, documented, authorised and communicated. 

The revision of any subject should include the evaluation of its effect on the entire curriculum, and records 
should be maintained. 
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7.4 Purchasing 
 

 

 

 
 
7.4 Purchasing 

No guidance is considered necessary. 
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7.4 Purchasing 
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7.5 Production and service provision 
 

 

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

Top management (superintendents, principals, directors, faculty senates, deans, vice-presidents, presidents) 
in co-operation with the instructors, should identify overall topics and themes of the subject matter to be 
taught, the generally accepted methods of instruction, and establish various accepted measures for 
determining compliance with the learning objectives. 

The educational organization should ensure the control of processes. For this, an educational organization 
should consider the following 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 
 tutoring 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 syllabus; 

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 Validation of processes for production and service provision in the educational organization 

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

The validation of learning processes should include, as necessary: 

 design and development validation results of curricula or syllabus; 

 equipment approval and teachers' qualifications; 

 course notes and examination papers; 

 records data; and 

 revalidation frequency. 
 
 
ISO 9004:2000, Quality management systems — Guidelines for performance improvements 
 
7.5 Production and service operations 
 

 
 

STANDARDSISO.C
OM : C

lick
 to

 vi
ew

 th
e f

ull
 PDF of

 IW
A 2:

20
03

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


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

IWA 2:2003(E)

 

© ISO 2003 — All rights reserved  53
 

ISO 9001:2000, Quality management systems — Requirements 
 

 
 
7.5.3 Identification and traceability in the educational organization 

Identification and traceability of relevant information should include, as necessary: 

 curricula, course, content unit codes; 

 student identification records; 

 learner group schedules; 

 text books/notes; 

 laboratory equipment; and 

 research contracts. 

The ongoing monitoring and performance status of students/groups should be identified and recorded. 
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7.5.4 Customer property in the educational organization 

In the educational organization, property provided by customers/students is that provided at the moment of 
admission for registration or registration renewal purposes and during the service provision.  Among other 
documents, there are: 

 documents given by students, such as certificates, diplomas of previous scholar levels, personal ID 
documents (birth certificate, identifications) and other similar ones; 

 intellectual property agreements; 

 medical exams, studies or certificates of the student; 

 exams, tests or paperwork performed by the student; 

 final works, prototypes developed and others; 

 applications, records or documents given by the student for his registration or registration renewal; 

 records and documents of the student’s academic history; 

 student/customer owned equipment; and 

 facilities for courses provided at the customer’s premises. 

Customer property includes items such as textbooks, workbooks, case studies, special education provisions, 
computers, software, art supplies, or facilities supplied by companies that purchase instruction for employees. 
As appropriate, standards and specifications may be established for supplied materials to ensure suitability for 
use in instruction. 
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7.5.5 Preservation of product in the educational organization 

The educational organization should consider preserving academic documents such as syllabus, curricula and 
printed or electronic materials (books, course notes, magnetic or optical disks, computer programs, files, etc.). 

Supplies for education and/or training processes, could also be included, e.g., chemicals for laboratories, raw 
or processed materials for pilot plants, limited shelf-life products for teaching purposes or 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 be available (e.g., video tapes), etc. 
For resident students there may also be services that should be provided such as health, counselling, 
personal safety, lodgings, food services, etc.  
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7.6 Control of monitoring and measuring devices in the educational organization 

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

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

If follow-ups of graduates identify omitted or incorrect instruction, the educational organization may wish to 
recall the materials and/or provide students with the missing or corrected instruction. 
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8 Measurement, analysis and improvement 
 

 
 
8 Measurement, analysis and improvement 

8.1 General guidance in the educational organizations 

The educational organization should establish a process for collecting the appropriate information, including 
the identification of information sources. Data should be used to ensure the effectiveness of the 
teaching/learning process. Examples include control graphs, histograms, Pareto charts, satisfaction surveys of 
customer and other identified interested parties, teaching methods, organizational-administrative 
measurements, measurements of variables related to students, teaching staff, support staff, and other 
relevant indicators such as failures, expenses, dropout and students' performance. 

The measurement process for education and supporting processes should be divided into the following steps: 

 deciding which measurements will be of value to monitor; 

 observing and making qualitative and/or quantitative measures; and 

 converting information into knowledge. 
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8 Measurement, analysis and improvement 

8.1 General guidance 
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8.2 Monitoring and measurement 
 

 
 
8.2 Monitoring and measurement 

8.2.1 Customer satisfaction in the educational organization 

The educational organization should have reliable methods for monitoring and measuring customer 
satisfaction. Trend indicators of customer satisfaction should be documented and supported by objective 
evidence. The organization should communicate the results of customer satisfaction at appropriate 
frequencies to interested parties. 

Examples of monitoring and measurement of customer satisfaction include timely answers to complaints, 
satisfaction surveys regarding the courtesy of administrative and teaching staff. 
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8.2 Measuring and monitoring 

8.2.1 Measurement and monitoring of system performance 
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8.2.2 Internal audit in the educational organization 

The educational 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. 

Examples of aspects to be evaluated are: 

 verifying that the procedures for the achievement of educational objectives have been fully implemented;  

 verifying that quality management system requirements have been achieved; 

 verifying that sufficient resources have been provided to achieve quality objectives; 

 quality records  as stated in the quality management system;  

 activities of the organization personnel that affect quality; and 

 ensuring that ISO 9001 requirements are known, implemented, and maintained. 

NOTE See ISO 19011:2002. 
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8.2.3 Monitoring and measurement of processes in the educational organization 

The educational organization should measure and monitor the processes used to manage and deliver the 
educational products. Measurement should be done at appropriate periods. 

Examples of the processes that should be monitored include, but are not limited to: 

 administration of enrolments and assessments; 

 record management; and 

 educational programmes. 

The educational organization should document methods used in order to measure the processes. Examples 
of methods include comparative analysis, statistical methods, cycle time, etc. 
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8.2.4 Monitoring and measurement of product in the educational organization 

The educational organization should establish and use methods for monitoring educational product outcomes 
in order to maintain established educational processes. 

For all types of education, specific evaluation processes, such as assessments, tests or examinations, should 
be used to measure the progress toward fulfilling the curriculum requirements. 

A range of measures from observation of performance to a full set of examinations may be used. 

The results of this evaluation process should be recorded and used to demonstrate that the educational 
products achieved the planned objectives. 
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8.3 Control of nonconforming products in the educational organization 

Areas in which nonconformities can may be found include, but are not limited to, training plans, teaching staff 
and student performance, materials, and services provided for educational organizations. 

Where a nonconformity exists, involving student participation in the educational process, students may be, 
where permitted: 

a) provided with additional training and permitted to be reassessed; 

b) to continue in the educational programme in accordance to defined procedures; and 

c) transferred to another study programme; 

Nonconforming products may include educational programmes, training plans, support materials, or tools. 

Waivers for special programs should be recorded and reviewed annually. 
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