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Foreword

Quality Management Systems — Guideline

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

0.1

General

This International Workshop Agreement provides guidance to educational organizations for implementing an
effective quality management system in conjunction with and based on ISO 9001:2000.

The objective of this International Workshop Agreement is to assure the overall effectiveness of thele
organization’s quality management system and the delivery and continual improvement of its\edd
service to the legrner.

0.2

The guidance

organizations t
additional pring
follows.

Quality

Process a
implementi
operational
aim of the
organizatio

Understan
advantage
educationa
creation of
adapting to

Total optin

objectives from an administrative-standpoint.

Visionary
realize the
education ¢

Factual ag
clearly und

anagement principles
o management offered in this International Workshop Agreement and ISO 9001

ples could be considered to sustain success. An example~for educational orga

bproach: educational organizations should adopt a process approach when develoy
ng a quality management system. The organization should identify the degree to wh
process creates learner value. For this reason it,should include the processes relatg
organization. Understanding interactions among processes is important for the edy
n to improve processes while balancing the system at large.

ding core competence (customer fogus) includes various enablers to ensure cor
of the educational organization. These enablers include technology, skill, expert
organization’s culture. The collectivé strength specific to the educational organization
learner value. The educational. organization’s core competence should support innov
changes in the education environment to maintain its competitive advantage.

nization (systems approach to management) enables each operational process to ac
leadership (l€adership) in educational organizations establishes vision, creates f
vision, and_leads the educational organization in responding promptly to chang

nvironment.

proach (factual approach to decision making) ensures administrative decisions b
efstood facts and not on convenient speculation. To this end, information and wis

Hucation
cational

to lead

pward improved performance is based on the eight quality management principIIS. Four

izations

ing and
ch each
d to the
cational

hpetitive
ise and
leads to
ation by

hieve its

olicy to
b in the

ased on
jom are

combined

vithamatysis, fogicatthinking, and-thescentific approach:

Collaboration with partners (mutually beneficial supplier relationships) is important to obtain optimal
wisdom, skill, and creativity to achieve learner value.

Involvement of people is the most effective and efficient way for an educational organization to achieve
its objectives, to facilitate involvement of all people in the educational organization, and to make a
maximum use of its people’s competence, wisdom, skill, and creativity.

Continuous improvement of the educational organization’s learning process and the learner’s personal
learning enables educational organizations to keep creating values. This enables sustained growth in the
external educational environment. It increases learning, personal wisdom, and the educational
organization’s wisdom in an innovative and constructive way.
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The four additional principles for sustaining success include the following:

IWA 2:2007(E)

— Creating learner value to encourage learners to feel satisfied with the value they are receiving.
Satisfaction measures determine the degree to which values meet learners’ needs and expectations.
Measurement results help educational organizations to increase value by improving their processes for
creating learner value.

— Focusing on social value means attending to how learners and other interested parties feel about
ethics, safety, and environmental conservation. Educational organizations can ensure sustainable growth
only when the larger society appreciates value-added output of learners.

0.3 Replationship with ISO 9001

ISO 90(
organiza
manage

This International Workshop Agreement is not intended for certification nor for contractual pury

provideq

performance, efficiency, and effectiveness. This International Workshop Agreement is reco
r educational organizations whose top management wishes to move beyond the fequirements of

guide fq
ISO 90(

-changing education environment into an opportunity for continuing successes in gdu

onomy is based on circumstance analysis and self-analysis. The educational orga
e its own value decisions and take actions on its own, free from stereotyping.

ment system in meeting requirements.

guidance on a wide range of topics for the(eontinuous improvement of ar

1, in pursuit of continuous improvement and ‘sustainability of success.

nt and turns an
cation.

nization should

1 specifies requirements for a quality management system that €an be used for internal application by
tions for certification or for contractual purposes. It focuses) on the effectivenesg of the quality

boses. Rather, it

organization's
mmended as a
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Quality management systems — Guidelines for the application
of ISO 9001:2000 in education

1 Scope

This Intgrmatiomat-Workshop Agreement provides guidance for a quatity Tmanagerment Syster
organizations.

The guigelines contained within this International Workshop Agreement do not addtoy chan
modify the requirements of ISO 9001:2000, and are not intended for use in contracts
assessment or for certification.

Annex A
educatid

provides a self-assessment questionnaire for educational organizations. Annex B i
nal processes, measures, records and tools.

2 Normative references

The foll
referend
docume
1ISO 900

1ISO 900

3 Te
For the
3.1

educati

organiza

NOTE
independ

1 in educational

ge or otherwise
for conformity

5ts examples of

pwing referenced documents are indispensable ‘for the application of this document. For dated

es, only the edition cited applies. For undated' references, the latest edition of
nht (including any amendments) applies.

0:2005, Quality management systems — Fundamentals and vocabulary

1:2000, Quality management systéems — Requirements

'ms and definitions

purposes of this document, the terms and definitions given in ISO 9000:2005 and the f

pnal organization
tion providing educational services

the referenced

bllowing apply.

An ‘educational organization can be a school at any academic level, or a training centre providing services

ently or as part of a larger organization.

3.2

education provider
person who delivers education to learners

EXAMPLE Teacher, instructor, lecturer, professor and trainer.
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4 Quality management system in the educational organization

4.1 General guidance

The educational organization should define the scope of the quality management system and the areas
included for its application. Examples include departments within a larger educational organization, an entire
educational organization, or all educational organizations in a given government.

The educational organization should define and manage the processes for the quality management system.
Processes related to the aim of the organization should be included during and following the provision of the
educational service:

a) education design;

b) curriculum development;

c) education delivery;

d) assessmenf of learning.

A list of processes carried out typically in educational organizations is givenin B1.

The organizatignal structure, responsibilities, resources, and services:should support improvemernt of the
quality management system.
Educational org pditation
requirements or|

anizations should identify and ensure complianee* with statutory, regulatory and accr
any other norms that apply to them.

4.2 Documentation

4.21 General

'ms and
tification

The quality manual of an educational organjzation’s quality management system should include te
definitions required by the organization, Japplicable laws and regulations, accreditation and cer
programmes, and support services, among others.

4.2.2 Quality manual

The quality manual should 'describe the scope of the educational organization’s quality management system

and interactiong
applicable docu

b of its_educational and support processes. It should include, or contain, referenct
mented.procedures and other criteria upon which the quality management system is b

bs to all
ased.

4.2.3 Control

lof-decuments

The purpose of document control is to ensure that documents from the quality management system are
continuously updated and are available for use in their current version only. The educational organization
should establish documented procedures for:

a) editing, reviewing and approving internal documents, including their identification and revision status;

b) controlling external documents, mainly relevant regulations, that should be continuously updated;

c) ensuring that documents are available to the organization’s personnel;

d) managing and controlling the learner’s legal documents;

2 © 1SO 2007 — Al rights reserved
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e) ensuring the traceability of educational services; and

f)  verifying the fulfilment of requirements in the established educational stages.

Educational organizations should determine which documents define, direct, and control instruction and
support activities; these documents should be controlled (see 7.1). Documents generated internally should be

reviewed and approved for adequacy and conformity with the quality management system.

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. (See 7.3).

Procedutes—for—activities—such—as—course. rnnlefrghr\n lasson nlonnlng research rnpnring should be

maintained to provide the complete and current documents needed.

The dodument control system should include provisions for control of external documénts sugh as legislation,
rules, government circulars, accreditation regulations, and interested parties’ concerns:

4.2.4 Control of records

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

The educational organization should establish retention times“and record disposal — thgt are generally
specified by legislation or regulation.

Learner|and instructional records within the guidelines of\privacy protection, such as those listed in B.3, are
maintairjed by educational organizations.

5 Management responsibility in the,educational organization

5.1 Management commitment

Top mahagement should identify thie educational service which satisfies the needs and expectations of the
learner.

NOTE 1 In this Internatiobal Workshop Agreement, the learner is the customer.
NOTE 2 In this International Workshop Agreement, the education service is the product.

Top mahagement“should identify and show its commitment to continuous improvement of [the educational
service andthe quality management system.

Some strategies-thattop-management-shottdconsider-inctude:
a) communicating the quality management system plan throughout the educational organization;
b) strategic planning considering the aim and future goals of the educational organization;

c) encouraging the identification and use of best practices;

d) establishing a quality policy ensuring all the members of the organization know the vision and mission
and its relation to the members’ work;

e) establishing quality objectives to realize aims and intentions that are expressed in the quality policy to be
realized in operating actions;

© 1SO 2007 — Al rights reserved 3
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5.2 Customer focus

ensuring availability of human and material resources, necessary for achieving the objectives; and

measuring the organization performance to monitor the fulfilment of the established policies and

The educational organization top management should identify and document the needs and expectations of
learners, defined as curriculum requirements that include learning outcomes and specific performance
indicators. Learners' requirements are often implied.

5.3 Quality policy

The educationdl organization’s top management should use the quality policy for guiding and’leafling the
decision-making involved in the continuous improvement of the educational processes.

The quality poli¢y should be documented.

The quality pdlicy should be consistent with professional education standards, government rules and

regulations, acd

reditation requirements and other policies of the educationalc/organization. Top management

should ensure that the quality policy is communicated and understood, implemented, and maintained by the
organization.

The highest authority in the organization signing the quality policy should ensure its continued suitabilify.

5.4 Planning

5.4.1 Quality pbjectives

Objectives shollld be measurable and relevant to the activities and processes of the quality management

system, aligned

Quality objectiv|
specifications, 4
educational ser
B.2.

5.4.2 Quality

Top management shouldvbe responsible for planning the quality management system. Planning

include the acti
the achievemen

with the organization’s quality policy, and with the requirements of accreditation progr:
s should be integrated in(the educational organizations’ overall objectives, support

nd include performance 'measures or indicators. An educational organization should
ice outcomes with its.objectives and provide performance measures through indicat

management.,system planning

ities and resources needed to ensure the effectiveness of the quality management sy
t of the educational organization’s objectives.

)

mmes.

service
align its
Drs. See

should
stem for

5.5 Responsibility, authority and communication

5.5.1 Respon

sibility and authority

The educational organization’s top management should clearly describe the organizational structure, with a
focus on processes which support the development and deployment of the quality management system as
well as the educational organization’s objectives. This should include responsibility and authority delegation
per functional area of the personnel involved in the quality management system processes.

5.5.2 Management representative

The management representative serves as liaison with the certifying body, when the educational organization
aims to certify its quality management system.
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A management representative should be appointed and given authority by the top management to monitor,
evaluate and maintain the operation of the quality management system. This responsibility is for ensuring that
the requirements of ISO 9001:2000 are met on an on-going basis to enforce the effectiveness and
improvement of the quality management system. The representative should report to top management, and
communicate with learners and other interested parties, on issues pertaining to the quality management
system.

The appointed person(s) should develop appropriate skills in the areas of communication and inter personal
relations. This person should be familiar with ISO 9000 standards, the principles of continuous improvement
as well as with learner requirements, and should also be available for advice on the standards’
implementation.

5.5.3 IL1ternaI communication

Top mahagement of the educational organization should establish and implement -effective processes for
communicating all issues related to the performance of the quality management _system, sugh as the quality
policy, quality requirements, objectives, and achievements. Providing such infermation should aid in the
improvement of the quality management system’s performance, directly involving the organization’s personnel
in these|achievements. Top management should actively encourage communication feedback from personnel
as a megns of involving them.

Examplégs of activities related to internal communication are listed in B.3.

The educational organization top management should ensure that communication takes place{among different
organizational levels, as well across different areas and departiments.

5.6 Management review

5.6.1 (eneral

The edycational organization top management should conduct periodic reviews of the quality management
system,|according to the organization's . needs, to assess the effectiveness of the quality manggement system
in fulfilling objectives and satisfying requirements.

Outputs|from reviews should provide data for strategic planning to promote performance improvement of the
quality management systemy

Recordq should be kept of the management reviews. See B.3.
The complexity andXcriticality of an educational organization’s services and associated stru¢ture or support

serviceg§ are significant factors that should be considered in determining the frequengy of a quality
management system’s reviews

5.6.2 Reviewinput
A review of the quality management system should include the scheduled periodic review of the instructional
and support systems, learner satisfaction, assessment criteria, evaluation results, documented improvements

and design and development review when new curriculum is initiated. This list is neither exhaustive nor
prescriptive. See 1ISO 9001:2000, 5.6.2.

5.6.3 Review output

As a result of reviewing the quality management system, the educational organization top management
should carry out actions to improve the performance of the quality management system and its processes.

Outputs from the review of the quality management system should be recorded and communicated to all
personnel of the educational organization.
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6 Resource management in the educational organization

6.1 Provision of resources

The educational organization should identify the resource needs for the provision of the educational service.
The organization should also ensure resource availability for the effective functioning of the quality
management system, as well as providing resources for enhancing learner satisfaction by meeting learner
requirements. The organization should:

a) establish information inputs for detecting the needs for resources;

b) perform redource planning for the short, medium and long term;
c) carry out follow-up of verification and assessment tasks; and
d) provide thelresources to communicate effectively to the teaching staff, the administrative ‘staff, enjployees

and learneis, to maintain and improve the effectiveness of the quality management:system and t¢ ensure
that learnel needs are met.

6.2 Human resources

6.2.1 General
The educationa| organization should identify all type of resources n€eded for the provision of the edycational

service and engure their availability for the effective performancelof the quality management system. [See B.3
and 1ISO 9001:2000, 6.2.1.

6.2.2 Competence, awareness, and training

Top managemgnt should provide employees with jinformation on how their competence, awarengss, and
training are alighed with their responsibilities, authorities, and academic-administrative activities.

The educationgl organization should carry) out systematic actions for comparing competence needs to
curriculum requlrements. See B.1 and IS©-9001:2000, 6.2.2.

6.3 Infrastructure

The educational organization<should identify the specific infrastructure, facilities, environment and equipment
needed to suppprt the teaching-learning processes, as well as the educational service.

The organizatign should define responsibilities and authorities for carrying out bidding, purchase,| receipt,
storage, safeguarding, installation, usage, and maintenance activities.

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

Infrastructure includes but is not limited to buildings, working spaces: classrooms, laboratories, workshops,

libraries, green areas, online components and related services, such as health facilities, physical security,
transport, bookstore, and cafeterias, among others.

6.4 Work environment

The provision of the educational service should include creating and maintaining conditions conducive to a
learning environment that meets learner requirements.
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The educational organization should provide evidence that the work environment is periodically assessed, as
well as evidence of actions taken in this regard, when applicable. Outputs of this assessment should be
included in the management review (5.6.2) and should serve as part of the basis for continuous improvement

(8.5).

7 Realization of the educational service

71

Planning the realization

The educational organization should plan the different stages of the educational service, including design and

develop
learning
improve

The org

In educational organizations, processes for realization (transforming curriculum into learner b,

educatid

The lea
develop
should 4
instructi
practice
instructi

Monitori

7.2

Educatig
delivery
and to

building

a)

b) two

res

c) the

Learner-related processes

saf¢, clean facilities withrsomeone in charge;

ment of teaching methods, design, developing, reviewing and updating study plan
assessment and follow-up, support services activities, resource allocation, evaluat
ment procedures to achieve the desired results.

hnization should plan the necessary resources for all processes (6.1).

nal service are included in B.1.

rning processes that should be controlled may include ©ieeds assessment, instr
ment and delivery, and outcome measurement. The majorsupport processes descril
Iso be controlled. The control methods should be part 6f\the management review (5.6
bnal specifications are met and that the control .methods are consistent with g

bn should be evaluated after any change has takén place.

hg should be carried out to verify that contrel methods are effective, and records shoul

nal organizations typically provide a service that is intangible, not storable, and cq
Educational organizations~should provide the opportunity for learners to study exis
practice its application.(When learning takes place in an educational organizat
5, expectations may include (but are not restricted to) the following:

tway communication procedures between interested parties and the educational ¢
bonsive;

organization’s personnel treat everyone with respect; and

5 and curricula,
on criteria, and

ehaviour) of the

ictional design,
ed in 1SO 9001
) to assure that
ccepted quality

5. Changes in the control methods of these major processes should be documented and the

d be kept.

nsumed during
5ting knowledge
on’s classroom

rganization are

d) ap

7.21

ropriate activities are conducted by quatifiedpersonnet:

Determination of educational service-related requirements

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

The specific requirements of the learner may be contained in his/her study plans and curricula and the
educational service provided by high studies educational organizations, among others.

The educational service must comply with the legal, regulatory and accreditation requirements related to
education.
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Service-related requirements in an educational organization also include the requirements established by the
organization to provide the educational service to the learner. This may include proof of previous studies,
personal documents to be provided by the learner, the organization’s administrative rules, and codes of
conduct for learners, among others.

7.2.2 Review of requirements related to learning
The educational organization should review the requirements related to learning to ensure that

a) requirements are defined,

b) requirementsdiffermg fromthose previousty expressed-are Tesotved; and
c) it has the apility to meet the defined requirements.

When the learning requirements are changed, the organization should ensure that relevant’documgnts are
amended and that relevant personnel are made aware of the changed requirements.

Records should|be kept of this review of learning requirements. See B.3.

7.2.3 Learnerfcommunication

The educationa| organization should determine and implement effective<arrangements for communicafing with
learners in relat|on to:

a) course infofmation,
b) learning plans, including curriculum, and

c) learner fee@lback, including learner complaints.
7.3 Design and development in the educational organization

7.3.1 Design and development planning
Top management should consider the’design and development of education for the benefits of learners.
Design control activities should be appropriate to the purpose and duration of the education service.

Procedures shojuld ensure that appropriate instruction materials match instruction requirements.

Calibrated equi;fment may be needed for some instructional purposes.

Needs assessments should include learner achievement and system effectiveness. These assessments
should include potential or actual performance requirements to determine:

a) how instruction can help learners to become competent;

b) how new requirements can be met;

¢) which specific measures of instructional effectiveness are appropriate; and
d) what skills 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.
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A needs analysis report should provide input to the instructional design process, describing the results of the
needs assessment and stating the goals for design.

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 process, and associated

criteria.

7.3.2 Design and development inputs

The educational organization should identify the inputs to the design of curricula and keep records of these

inputs. $eeB:3and1S6-9601+:2060; 732

7.3.3 Design and development outputs

Design pnd development outputs should, at least, include skills and knowledge-to "be acqdired, instruction
strategigs, and assessment of performance, among others. See B.3.

7.3.4 Design and development review

Participants from relevant functions at each identified stage should réview the design and deveglopment results

versus
complex

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

should
respons
judging

The des

based (ipon experience of successful projects and information from the subsequent de

implemsd

A devel

ensure that the instruction meets the design specifications.

An instr
review
activity.
Functior
Criteria
following

he corresponding requirements (e.g. professional profiles, competence certificatio
matters could be minutes of formal meetings.

be accomplished by those who are responsible~for the design, interested parties, g
ble for the design. These people reviewing“the design review reports should be
he adequacy of the design to meet the requirements.

ign process should be evaluated in{erms of the instructional outcome desired. This r
ntation phases.

ppment report or checklist~should be generated to document the procedures useq

iction review proeess should be used for all instructions. Functions responsible for pa
thould be identified. Consideration should be given to the fact that design review
It is intended-primarily to provide synergistic verification of the work of the dev
s responsible for authorizing the progression of the design to the next phase shou
for acceptance, in terms of readiness for use in instruction, should be specified and
).

a) ap

n). Records for

gns. The review
nd persons not
responsible for

bview should be
velopment and

and how they

rticipating in the
is an advisory
elopment team.
Id be identified.
may include the

roval of content accuracvbyv _one or more subiect-matter snecialists whao did not n
J J J Lad ~

rticipate in the

dev
b) app

c)

elopment of the instruction;

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

approval of the technological soundness by a technology specialist; trials of both the instruction and the

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

d)

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

conducted, including the support materials for learners as well as procedures and support materials for
preparing instructors.
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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
learner complaints that become available during the process.

7.3.5 Design and development verification

Design verification should be performed in one or several stages according to the design and development
plan. This activity should be performed internally by any specialist who has not participated in the design and
development review, or externally, to carry out an independent verification of the review. The design and
development output stage should match the design and development input specifications. Records of the
verification outputs and any necessary actions should be maintained.

Records should|be kept of this verification. See B.3.

7.3.6 Design and development validation

This process is|carried out to ensure that planned characteristics of the educational sefvices are met by the
resulting curricdlum or syllabus design.

Validation should be performed, generally, on the final design stages. Among,ethers, piloting and certification
are accepted vhlidation methods. Records of the validation outputs and any/necessary actions should be
maintained.

Records should|[be kept of the results of this validation. See B.3.

7.3.7 Control|of design and development changes

In the educatiorn environment the rapid evolution of knowledge leads to periodic curricula and syllabug review,
and resulting reyision. These changes should be identified, documented, authorized and communicatgd.

The revision of|any subject should include the evaluation of its effect on the entire curriculum, and|records
should be mainfained.

Records should|be kept of these design and-development changes. See B.3.

7.4 Purchasing

Top managemeint of the organjzation should ensure that effective purchasing processes are establish¢d. They
should include the evaluation~and control of purchased educational services so that they really satisfy the
needs and the fequireménts of the educational organization. Purchasing processes should comply with legal
and regulatory requirements.

7.4.1 Purchasing process

To make an efficient use of financial resources, purchasing processes should include the timely, effective and
accurate identification of needs and purchase of educational services to specifications. Evaluation of the cost
of purchased educational services should take into account educational services performance, price and
delivery.

Selection and evaluation of educational services suppliers should be based on criteria that ensure the
compliance of the educational organization’s requirements as well as with current legislation.

7.4.2 Purchasing information

Purchasing information should describe appropriately the educational services to be purchased for ensuring
they meet the needs of the educational organization and to establish an effective communication with
suppliers.
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Appraisal of purchased educational products or services should be made to be sure that they meet specified
purchasing requirements.

Records should be kept of supplier assessments and of actions taken in this regard. See B.3.

7.5 Provision of the educational service

7.5.1 Control of the provision

Top ma
matter t

measur¢s for determining compliance with the learning objectives.

The edu

If a conffact agreement requires further support of learners after completion @f their programm

organizd

The apt
can be |
items p
experierf
not neg
individu

Records
7.5.2 \

See B.1

7.5.3 Identification and traceability

Where

identification of the educational service (see 4.2.4).

Identific

a) cur

hagement together with education providers should identify overall topics and theme
b be taught, and the accepted methods of instruction. They should also establish, v

cational organization should ensure the control of processes.

tion should indicate how such support would be given and monitored.
tude, knowledge, skills, and ability of new learners should be assessed to ensure thg
roduced by the educational organization should state’clearly how prior educatio
ce are related to the learning needs of learners. The @bsence of specific entrance red
te an assessment of individual learner needs that miay be then used to adjust the ins
| needs.

should be established and kept to identify.the actual instruction provided. See B.3.

Yalidation of processes

and 1ISO 9001:2000, 7.5.2.

raceability is a requirement, the educational organization should control and req

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

icula, course and content unit codes;

b) Iearlner identification records;

s of the subject
Arious accepted

e of studies, the

t the instruction

brovided at an appropriate level and at an appropriate pace. Advertising, course brochures, and other

n, training, and
uirements need
ruction to those

ord the unique

c) learner group schedules;

d) textbooks/notes;

e) laboratory equipment; and

f)  research contracts.

NOTE

Controlling this information is sometimes referred to as configuration management.

External documents which show evidence of the learner's academic status, should be consistent with the
information required by the educational organization.

The ongoing monitoring and performance status of learners/groups should be identified and recorded.
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er property

In the educational organization, property provided by learners is that provided at the moment of admission for
registration or registration renewal purposes and during the education service provision.

Learner’s 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.

Standards and specifications may be established for supplied materials to ensure suitability for use in

instruction.

If any learner p
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organization should consider preserving academic documents such as syllabas, curri
bnic materials (books, course notes, video tapes, computer programmes);

iIcation and/or training processes could also be included, e.g. chemicals for laborato
aterials for pilot plants, and limited shelf-life educational services for teaching purg
velopment work.

bme limited applications of this element in ISO 9001 whighyinclude the method of deliv
| be presented to the learner, equipment that needs to-he available (e.g. video tapes),

rners there may also be products or services provided related to health, counselling,
and food services among others.

pf monitoring and measuring devices

organization should establish valid-tests or learning assessment tools.

measurement should be g¢arried out during instruction to assure conformity with th
, and educational programmes. These should include, without being limited to,
pfiles, assessments of personnel records, written course assessments, observatior
structors are following-the plan, and final examinations.

anizations should establish means for ensuring that tests are secure and their reg

essmentools, or software are found to be invalid, the educational organization shoul
correctthe invalidity. See B.3.
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8 Measurement, analysis and improvement in the educational organization

8.1 General

guidance

Outcomes from monitoring and measurement may be used to identify areas for improving the quality
management system and educational processes. See B.1.
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8.2 Monitoring and measurement

8.2.1 Customer (learner) satisfaction

The educational organization should determine the learner’s perception of the degree to which the educational
service meets his or her expectations. Trend data of learner satisfaction should be supported by objective
evidence. The educational organization should discuss with learners their satisfaction perceptions. See B.3.

8.2.2 Internal audit

The educational organization should conduct internal audits according to an audit programme to assess the

performance of the quality management system and educational processes. Audits should verify the use of
established methods for educational processes. See B.1.

The edycational organization should document the final report of the internal audit. Feedback from the audit
results ghould be used to identify the need for corrective and preventive actions. SeeB.4.

Recordq should be kept of internal audits. See B.3.

8.2.3 Ilonitoring and measurement of processes

The edulicational organization should measure and monitor the performance and the effegtiveness of the
processes used to manage and deliver the educational servicets Measurement of key [and supporting
educatignal processes should be carried out at appropriate stages\during the realization of the|processes.

The edpcational organization should document methods™used to measure the perforhance and the
effectivgness of the processes. See B.1 and B.3.

8.2.4 Monitoring and measurement of the educational service

The educational organization should establish ahd use methods for monitoring and measuring|the educational
service [at planned intervals during its realization as well as the final outcomes, to verify|that they meet
established design requirements as well as.statutory, regulatory and accreditation requirements as applicable.
For all [types of education, specific* evaluation tools, such as assessments, tests, ekxaminations, or
demonstrations should be used to-measure the progress toward fulfilling the curriculum requirgments.
Performance appraisal of learning providers should also be carried out as part of the educational service. A
range of measures from observation of performance to a full set of examinations may be used

The resllts of this evaluation process should be recorded and used to demonstrate the degiee to which the
learning|process achiieved the planned objectives. See B.3.

8.3 Cpntrolof nonconforming products

The ediestenal-organization—sheutd—establish—a—decumentedprocedureto—identiiyedueatenal services as

well as final outcomes, which are nonconforming to established design, statutory and regulatory requirements,
or organizational objectives and curriculum. This should be carried out at appropriate stages of the realization
of the educational service, to prevent their unintended use or delivery.

Responsibilities and authorities should be clearly assigned to personnel for dealing with nonconforming
educational services and for releasing the educational service after it is corrected and the nonconformity has
been eliminated. See B.1.

The educational organization may establish alternative means by which to correct nonconforming
achievement in individual learners to avoid learner’'s abandonment of the educational programme.

Records should be kept of the nature of nonconformities and actions taken in this regard. See B.3.
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8.4 Analysis of data

The educational organization should analyze collected data and information, making use of, but not limited to,
accepted methods of analysis and solution of problems.

Data should be used to support continuous improvement through improvement projects, as well as corrective
and preventive actions (see 8.5.2 and 8.5.3).

Applicable statistical techniques should be applied for analyzing every aspect of the quality management
system. Statistical analysis of the variability for such measures as performance indicators, drop-out rates,
achievement records, learner satisfaction, and trend analysis may help assure learners that effective process
control is a partefthe-guality-managementsystem:

Measurement and evaluation should be continual and direct during the instruction. Effectiveness is-nat always
known until the enhanced skills and knowledge are applied.

The educational] organization should analyze data from various sources to compare the\performande of the

quality management system and the educational processes to identify areas for imprevement. See |B.4 and
ISO 9001:2000,(8.4.

8.5 Improvement

8.5.1 Continyous improvement

The educationa| organization should continuously improve the effectiveness of its quality management system
and its educatignal processes by encouraging personnel to identify and establish improvement projects within
their scope.

Appropriate methods used to identify potential improvement are based on quality analysis and statistical
methods. See B.4.

The improvemgnt process should also include ‘the actions taken to address complaints, suggestigns, and
comments of learners and interested parties..See B.3.

8.5.2 Corrective action

The educationa] organization shéuld establish a documented procedure for implementing correctivg actions
that are identifled from an analysis of the causes of nonconformities and of improvement oppoftunities.
Corrective actigns should b€ taken to eliminate nonconformities occurring during the performance of the
quality management systém‘and the educational service. See B.1 and B.2.

Corrective actiohs shauld be recorded. See B.3.

8.5.3 Preventive action

The educational organization should establish a documented procedure for implementing preventive actions
that result from analyzing potential nonconformities and improvement opportunities within the quality
management system and the educational service. See B.2.

Preventive actions should be recorded and communicated to the appropriate areas of the organization.

The learning resulting from the preventive action process should be reviewed and communicated throughout
the organization. See B.3.
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Annex A
(informative)

Self-assessment for educational organizations

Name of person providing assessment: Date:

Educational organization:

Instruct

Typicall
to indics
blank fo

Example

“Proces

The “2”

mandat¢s as needed. Data are reviewed as required and limnited additional educational orga

results 4

Level s¢

Level 1
Guidand
availablg

Level 2
Guidand
needed.
availablg

Level 3
Guidand
establis

Level 4

5 used by education providers routinely to determine, review, and improve learner’s prq

ions

te your basis for answering questions on the numbered topics. Please fecord the leve
lowing each statement. For example,

re available.
Cale

— No formal approach
e - No systemic approach is evidenty There are poor results or unpredictable results. [
, but not used for improvement of performance.

— Reactive approach
e — Problem-based approach. The educational organization responds to complaints of
Data are reviewed as‘required. Limited additional educational organization data on re

Y
D -

— Stable approach
e - Data and'detailed, timely local data are used to guide conformance to requirement
ned method or an approach. There is concern for improvement.

IWA 2:2007(E)

it takes less than one hour to complete your self-assessment. Please use-the following “level scale”

| you use in the

ficiency _ 2 ”

means when you answer questions about this process you rely on responses tp complaints or
hization data on

ata are

mandates as
sults is

5. There is an

—Systematic approach

Guidand

o = chfnmir‘ process qlignmpnf with gnnd results and sustained imprn\/pmpnf trends

The data are

effectively used and learner performance continuously improved. State standards are consistently met.

Level 5 — Substantial continuous improvement
Guidance - Strongly integrated system management with institutionalized improvements. Learners are
proficient according to educational organization criteria.

Statements

The levels you assign to each statement are for the sole purpose of planning. It may help you establish a
baseline, for identifying needs for setting priorities and for measuring progress. It may also be useful to help
you identify appropriate applications for your educational organization. The following statements relate to the
main clauses of a quality management system based on ISO 9001:2000.
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Clause 4 — Quality Management System
1) Process used to determine, review, and improve learner’s proficiency
2) Activities enabling each learner to achieve proficient performance __
3) Assessments verifying each learner’s knowledge and skill required
4) Alignment of standards, curriculum, instruction, testing, and improvement ___

5) Measures of each learner's motivation for meeting requirements

6) Learnillmg support proven to be effective for each learner

7) Systematic monitoring of all processes related to each learner’s proficiency

8) Effectiyeness of classroom facilities and resources

9) Validatfjion of curriculum to meet both career and education requirements _~»
Clause 5 — Quality policy in the educational organization

1) Selectipn and use of information to support management system\>

2) Timely|data that are effective in improving learning and teaching processes

3) Criteria and methods for comparing data to improve pfocesses

4) Analyzjng data from outside your educational organization

5) Integrgtion of information from all parts of-your educational organization __

6) Translating your review findings into.quality system effectiveness

7) Records of effective changes made to your quality system

8) Evidence of system changes’have improved results
Clause 6 — Eduication resources’management

1) Effectiye administration of learner learning processes

2) Critical cufriculum design requirements for each learner

3) Support services to enable learners to meet educational requirements_
4) Processes monitored on a day-to-day basis

5) Assessing processes and implement changes

6) Processes that improve learner proficiency

7) Reduced wasteful activities
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Clause 7 — Realization of the educational services

1)
2)
3)
4)
5)
6)
7)
8)
9)
10)
11)
12)
13)
14)
15)
16)
17)
18)
19)

Clause

Evidence of substantial and continuous performance improvement

Successful projects to improve existing or new processes

Small-step improvements that have been made within existing processes

Effective breakthrough improvements that have been made to your system

Ongoing process improvements aligned with learning requirements

IWA 2:2007(E)

Curriculum aligned with learning improvements

Resources and planning aligned with learner improvement
Measurable performance targets for learning processes

Employee’s work assignments support quality management systems .~
Verified credentials on skills and performance required for employees
Employee’s work processes related to learner achievement ™~

Verified employee’s understanding of assigned respansibilities

Leadership that aligns system priorities with~-each learners’ requirements
Goals set for future opportunities to sustain a learning environment
Assigned decision-making responsibility and accountability _

People closest to problems-are central in problem solving

Records of performanece results documenting leadership effectiveness
Developed leadership abilities among your learning providers
B — Measurement, analysis, and improvement

Measured’community perceptions of satisfaction organization

Improved community satisfaction with educational effectiveness

Verified parent’s understanding of the educational expectations for their child

Follow-up processes to provide information to community members
Effective corrective actions responses to community complaints_
Planning actions based on community needs

Effective relationships with educational organizations

Effective learners’ transitions to the next grade

Verified responses to community needs

System goals related to the needs of your community priorities
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Annex B
(informative)

Examples of educational processes, measures, records and tools

B.1 Processes

1) accrediting|and certifying programmes

2) acquiring materials and other resources

3) administering services

4) admitting applicants

5) allocating resources necessary to carry out off-campus and online instruction

6) allocating spaces for classrooms, laboratories, workshops, libraries, and other similar spaces
7) allocating t¢aching loads

8) assessing performance

9) communicdting best practices

10) communicgting the quality management systentplan throughout the organization
11) converting [nformation into knowledge

12) corrective gnd preventive actions

13) deciding which measurements.will be of value to monitor

14) teaching mgethods

15) designing gnd develéping validation results of curricula or syllabus

16) designing gnd-deVeloping curricula

17) developing course catalogues

18) developing course material

19) developing, reviewing and updating study plans and curricula

20) ensuring availability of human and material resources, necessary for achieving the objectives
21) ensuring that ISO 9001 requirements are known, implemented, and maintained

22) establishing information inputs for detecting the needs for resources

23) establishing a quality policy that allows all the members of the organization to know the vision and
mission
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