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Foreword

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

The procedures used to develop this document and those intended for its further maintenance are
described in the ISO/IEC Directives, Part 1. In particular, the different approval criteria needed for the
different types of ISO documents should be noted. This document was drafted in accordance with the
editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this document may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all such patent rights. Details of
any patent rights identified during the development of the document will be in the Introduction and/or
on the ISO list of patent declarations received (see www.iso.org/patents).

Any trade name used in this document is information given for the convenience of users and does not
constitute an endorsement.

For an explanation of the voluntary nature of standards, the meaning of ISO specific terms and
expressions related to conformity assessment, as well as information about ISO's adherence to the
World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT) see www.iso.
org/iso/foreword.html.

This document was prepared by Technical Committee ISO/TC 176, Quality management and
quality assurance.

This second edition cancels and replaces the first edition (ISO 18091:2014), which has been technically
revised. The main changes compared with the previous edition are:

— the guidelines for ISO 9001:2015 have been updated;
— the structure has been changed to the ISO high level structure for management system standards;
— Annexes A and B have been switched;

— Annex A has been updated, including adding references to the United Nations Sustainable
Development Goals;

— adescription of citizen observatories has been added in a new Annex C;

— an example how to use this document with other local government assessment systems has been
added in a new Annex D.

Any feedback or questions on this document should be directed to the user’s national standards body. A
complete listing of these bodies can be found at www.iso.org/members.html.
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Introduction

0.1 General

One of the great challenges that societies face today is the need to develop and maintain citizens’
confidence in their governments and their institutions. In meeting this challenge, local governments
have a mission to enable the development of a socially responsible and sustainable local community.

Achieving and maintaining a high-level of quality in how local governments operate can result in
sustainable economic prosperity and social development at local levels. This includes interacting with
national and regional policies in coherent, consistent and compatible ways.

Citizens expectlocal government to provide high-quality public products and services such as safety and
security, well-maintained roads, public transportation, efficient processing of documents, transparency
and accessibility of public information, health, education and infrastructure, among others. Citizens
want local government to represent them and to protect or enhance their way of life.

It is possible to build stronger, more reliable and effective public policy networks at national, regional
and international levels if local governments adopt quality management systems with the aim to
improve their public products and services.

Improving the performance of local government can stimulate the whole system of government to
provide better results overall. Applying a coherent approach across government can help to create
reliable and sustainable governments at local, regional and national levels.

This document provides guidelines for local governments on understanding and implementing a quality
management system that meets the requirements of ISO 9001:2015 and the needs and expectations of
their citizens and other relevant interested parties.

A principle of this document is to help to make politically viable what is technically essential in local
governments and their territories (see Annex A). This can be achieved by establishing links between
government, citizens and governors (from the bottom to the top, see Annex C) and by facing the needs
of the customers/citizens in an integral manner (see Annex B).

Annex A gives a diagnostic model that can be used as a starting point for implementing a comprehensive
quality management system for reliable local government. The International Foundation for Reliable
Local Governments (FIDEGOC) has the rights of these principles and share them for use in this
document. Annex B provides information about typical local government processes. Annex C describes
the creation of an integral citizen observatory that uses this document as a tool for citizen participation
and for accountability of local government. Annex D describes how this document can help to translate
different assessment systems, contents or subject matters, e.g. the United Nations Sustainable
Development Goals (UN SDGs), into the indicators of public policy networks found in the diagnostic
model given in Annex A.

The relative stages of implementing the quality management system and the role of this document are
shown in Figure 1.
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Excellence
models

IS0 9004

IS0 9001

Reliability line

Quality levels in local governments

Not reliable Reliable Efficient Excellent

Figure 1 — Diagram showing the role of this document

In this document, the text reproduced from ISO 9001:2015 is placed in boxes to distinguish it from
guidance given for each clause.

NOTE1 Local governments seeking to improve themselves could consider the use of an excellence model to
further develop the maturity of the organization and the level of its performance. Well-known excellence models
include the European model for quality management (EFQM), the Malcolm Baldrige model for excellence in
United States, The Deming Prize in Japan, and a number of national excellence award models used in different
countries or regions. These excellence models aim to improve the satisfaction of all relevant interested parties
and the sustainable development of the organization. Further information about these excellence models is
available from the websites of the organizations representing the models.

NOTE 2  More examples of how the annexes can be used can be found at www.iso18091.org.

1S09001:2015, Quality management systems — Requirements
Introduction
0.1 General

The adoption of a quality management system is a strategic decision for an organization that can help to improve
its overall performance and provide a sound basis for sustainable development initiatives.

The potential benefits to an organization of implementing a quality management system based on this Interna-
tional Standard are:

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

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

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

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

— alignment of documentation to the clause structure of this International Standard;
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— the use of the specific terminology of this International Standard within the organization.

The quality management system requirements specified in this International Standard are complementary to
requirements for products and services.

This International Standard employs the process approach, which incorporates the Plan-Do-Check-Act (PDCA)
cycle and risk-based thinking.

The process approach enables an organization to plan its processes and their interactions.

The PDCA cycle enables an organization to ensure that its processes are adequately resourced and managed, and
that opportunities for improvement are determined and acted on.

Risk-based thinking enables an organization to determine the factors that could cause its processes and its quality
management system to deviate from the planned results, to putin place preventive controls to minimize negative
effects and to make maximum use of opportunities as they arise.

Consistently meeting requirements and addressing future needs and expectations poses a challenge for organi-
zations in an increasingly dynamic and complex environment. To achieve this objective, the organization might
find it necessary to adopt various forms of improvement in addition to correction and continual improvement,
such as breakthrough change, innovation and re-organization.

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

— “shall” indicates a requirement;
— “should” indicates a recommendation;
— “may” indicates a permission;

— “can” indicates a possibility or a capability.

Information marked as “NOTE” is for guidance in understanding or clarifying the associated requirement.

The guidelines in this document are intended to help local governments relate the concepts of quality
management, as described in ISO 9000, ISO 9001, ISO 9004 and associated standards, with the practice
and terminology commonly deployed in the context of local government.

NOTE 3  The use of the terms and definitions presented in these guidelines can vary according to the culture,
practices and customs of each location and region in which the local government is located.

It is expected that a development plan or work programme in the short- or medium-term is received,
understood and applied by the public servants and representatives of local government. However, the
plan or programme itself does not ensure that the needs and expectations of the local community will
be covered, as the processes needed for the effective implementation of such plans or programmes
could be deficient or non-existent. To counter this problem, this document has been developed to help
local governments to implement an effective quality management system.

Any quality management system will be influenced by the different policies, objectives, diverse
work methods, resource availability and administrative practices that are specific for the context.
Therefore, it can be expected that the details of each quality management system will vary in each
local government. A detailed method of implementation of the quality management system is not what
is important. What matters is that the quality management system yields effective, consistent and
reliable results. It is important that the quality management system is as simple as possible in order to
function properly, and that it is sufficiently understandable to meet the policies and quality objectives
of the particular local government.

It is not intended that conformity to ISO 9001 be regarded as a final objective. Once a local government
has achieved a level that allows it to provide consistent and conforming products and services to the
local community, it is important that it looks beyond conformance to requirements, and that it considers
using ISO 9004 and/or other excellence models to improve its overall effectiveness and efficiency.

According to ISO 9000, for an organization to be successful, it needs to be guided and controlled in a
systematic and transparent way. This is particularly true for local government, where transparency

and accountability to its customers/citizens are vital to gain their trust and confidence. Bstainable
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success will only result from the implementation of a comprehensive quality management system that
addresses the needs and expectations of all interested parties.

It is, therefore, important that the quality management system of a reliable and successful local
government covers all activities and processes that can affect its ability to satisfy the requirements
of its customers/citizens, the statutory and regulatory requirements and compliance commitments
applicable to the products and services, and the local government’s own requirements, as well as all
other relevant interested parties, such as regional or national governments.

0.2 Quality management principles

IS0 9001:2015, Quality management systems — Requirements

0.2 Quality management principles

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

The quality management principles are:

— customer focus;

— leadership;

— engagement of people;

— process approach;

— improvement;

— evidence-based decision making;

— relationship management.

This document supports the application to local government of the seven quality management principles
from IS0 9000.

The relevance of the seven quality management principles to local government are as follows.

— Customer/citizen focus: Local government exists to serve its customers, i.e. its citizens. Therefore,
the needs and expectations of citizens should be of priority in the plans and programmes of the
local government.

— Leadership: Top management is the head of local government and should create a vision and provide
direction to all concerned (e.g. public servants and volunteers) to achieve goals and targets that
meet the needs and expectations of the customers/citizens.

— Engagement of people: All people should be involved in local government processes, including
voluntary participation and citizens taking part in the activities of local government. Engaged
people are fully committed and emotionally attached to the organization, its goals and objectives.
They work enthusiastically and take pride in their work. This principle envisages ensuring a high
level of motivation on an ongoing basis.

— Process approach: The logical framework and the approach to results in a local government should
be based on processes that describe elements such as its vision and long-term plans, and even the
daily activities of local government areas.

— Improvement: It is essential for local government to maintain its performance and search for new
opportunities to improve its processes and enhance the satisfaction of its customers/citizens.
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— Evidence-based decision making: Use of evidence and data analysis should provide the base for
improving the quality management system and its processes.

— Relationship management: Local government should pay attention to how it relates to
customers/citizens, external providers and partners, and to its horizontal and vertical relationships.

0.3 Process approach

0.3.1 General

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

This International Standard promotes the adoption of a process approach when developing, implement-
ing and improving the effectiveness of a quality management system, to enhance customer satisfaction
by meeting customer requirements. Specific requirements considered essential to the adoption of a
process approach are included in 4.4.

Understanding and managing interrelated processes as a system contributes to the organization’s ef-
fectiveness and efficiency in achieving its intended results. This approach enables the organization to
control the interrelationships and interdependencies among the processes of the system, so that the
overall performance of the organization can be enhanced.

The process approach involves the systematic definition and management of processes, and their
interactions, so as to achieve the intended results in accordance with the quality policy and strategic
direction of the organization. Management of the processes and the system as a whole can be achieved
using the PDCA cycle (see 0.3.2) with an overall focus on risk-based thinking (see 0.3.3) aimed at taking
advantage of opportunities and preventing undesirable results.

The application of the process approach in a quality management system enables:
a) understanding and consistency in meeting requirements;

b) the consideration of processes in terms of added value;
c¢) the achievement of effective process performance;

d) improvement of processes based on evaluation of data and information.

Figure 1 gives a schematic representation of any process and shows the interaction of its elements. The
monitoring and measuring check points, which are necessary for control, are specific to each process
and will vary depending on the related risks.
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Figure 1 — Schematic representation of the elements of a single process

For local governments to be able to adopt a process approach, it is important to recognize the different
types of processes thatare needed to provide reliable products and service to customers/citizens, as well
as their management capacity to produce the desired outputs. These include processes for management
of the organization, operational processes and support processes (see Annex B). The processes needed
to provide the local government’s products and service are the core of the operational processes.

Typical examples of local government processes are:

— strategic management processes to determine the local government’s role in the socio-economic
environment;

— provision of products and services to customers/citizens;

— improvement of quality management system processes;

— transparent internal and external communication processes.
For each process, the local government should identify the following.

— Who is the customer? (Who receives the output from the process?) This might be an internal
customer, within another area of the same local government, or an external customer such as a
citizen who is receiving a product or service.

— What are the main inputs to the process? (For example, information, legal requirements, national
and/or regional government policies, materials, energy, human and financial resources.)

— What are the desired outputs? (For example, what are the characteristics of the product/service to
be provided?)

— What controls and indicators are needed to verify the process performance and/or results?

— Whatis the interaction with other local government processes? (Outputs from one process typically
form inputs into other processes.)

— What controls are necessary to have transparency?
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0.3.2 Plan-Do-Check-Act cycle

IS0 9001:2015, Quality management systems — Requirements
0.3.2 Plan-Do-Check-Act cycle

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

0/’
7

Quality Management System (4) \

\

Organization
and its context Support
(4) | (7),
(\\\\\ H Operation
2 (®)
=N Customer
: satisfaction
| y
Planning B Leadership Performr?mce JL— Results of
Cu§tomer (6) (5) evaluation the QMS
requirements (€))] F'_ é \
| |
| h
— Products and
— services
~
-
Ve g
//
Needs and
expectations of Improvement

relevant \ (10)

interested \
parties (4) .
\

/

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

Figure 2 — Representation of the structure of this International Standard in the PDCA
cycle

The PDCA cycle can be briefly described as follows:

— Plan: establish the objectives of the system and its processes, and the resources needed to deliver
results in accordance with customers’ requirements and the organization’s policies, and identify
and address risks and opportunities;

— Do: implement what was planned;

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

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

The PDCA cycle enables the top management of the local government to develop a systematic method
of assessing the external and internal environment and to implement the necessary processes for the
improvement of the products and services provided to its customers/citizens. The PDCA cycle can be
initiated at any stage, but usually a local government that implements a quality management system for
the first time or is in the process of upgrading its system can initiate the process by assessingits current
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performance (the Check stage) using the requirements of Clause 9, “Performance evaluation”. The results
of performance evaluation are fed into the PDCA cycle’s Act stage (see Clause 10, “Improvement”) where
the local government initiates the necessary actions to address the opportunities for improvement
identified at the Check stage.

At the Plan stage of the PDCA cycle, the local authority not only plans the actions agreed at the
previous stage, but, most importantly, it develops, by assessing the needs and expectations of its
customers/citizens and its other relevant interested parties, the necessary objectives, targets and
actions to address the risks and opportunities identified as per Clause 6, “Planning”. At the PDCA cycle’s
Do stage, the objectives and actions planned are communicated throughout the local government. New
processes or changes to existing processes are implemented to ensure that agreed objectives are met.

The local government should use the PDCA cycle, with its overall focus on risk-based thinking, to design
its quality management system, its processes and their interactions, in order to identify each of the
necessary activities to maintain its quality level, to achieve continual improvement, to take advantage
of opportunities and to prevent undesirable results. The local government should make short-, medium-
and long-term plans using the PDCA cycle.

0.3.3 Risk-based thinking

IS0 9001:2015, Quality management systems — Requirements
0.3.3 Risk-based thinking

Risk-based thinking (see Clause A.4) is essential for achieving an effective quality management system.
The concept of risk-based thinking has been implicit in previous editions of this International Standard
including, for example, carrying out preventive action to eliminate potential nonconformities, analysing
any nonconformities that do occur, and taking action to prevent recurrence that is appropriate for the
effects of the nonconformity.

To conform to the requirements of this International Standard, an organization needs to plan and imple-
ment actions to address risks and opportunities. Addressing both risks and opportunities establishes
a basis for increasing the effectiveness of the quality management system, achieving improved results
and preventing negative effects.

Opportunities can arise as a result of a situation favourable to achieving an intended result, for ex-
ample, a set of circumstances that allow the organization to attract customers, develop new products
and services, reduce waste or improve productivity. Actions to address opportunities can also include
consideration of associated risks. Risk is the effect of uncertainty and any such uncertainty can have
positive or negative effects. A positive deviation arising from a risk can provide an opportunity, but not
all positive effects of risk result in opportunities.

In local government, any changes in the operational environment, such as changes in policies,
regulations and the expectations of relevant interested parties, can be a source of uncertainty and can
lead to a deviation of performance.

Risk-based thinking is not new and can be inherent in the way the local government already
operates. This document recommends that the identification of risks and opportunities is performed
systematically and as part of an integral process.

The local government should address the risks and opportunities associated with its processes, for
example, the provision of products and services and the performance of the quality management
system. At the same time, risk and opportunities will be identified as a result of the strategic direction
of the local government’s role in the socio-economic environment.

One of the most recurring risks in a local government is not being able to access the resources offered
by other levels of government. One way to mitigate this risk is to identify alternative forms of financing.

Openness to citizen participation through integral citizen observatories (ICOs) can be an opportunity
to develop the organization of local government and to improve its products, services and processes.
However, it could also constitute a risk if citizen participation, instead of promoting the improvement of
products and activities, becomes the institutionalization of complaints. Documents
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0.4 Relationship with other management system standards

IS0 9001:2015, Quality management systems — Requirements

0.4 Relationship with other management system standards

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

This International Standard enables an organization to use the process approach, coupled with the PDCA
cycle and risk-based thinking, to align or integrate its quality management system with the requirements
of other management system standards.

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

— ISO 9000 Quality management systems — Fundamentals and vocabulary provides essential
background for the proper understanding and implementation of this International Standard;

— IS0 9004 Managing for the sustained success of an organization — A quality management approach
provides guidance for organizations that choose to progress beyond the requirements of this
International Standard.

Annex B provides details of other International Standards on quality management and quality manage-
ment systems that have been developed by [SO/TC 176.

This International Standard does not include requirements specific to other management systems,
such as those for environmental management, occupational health and safety management, or financial
management.

Sector-specific quality management system standards based on the requirements of this International
Standard have been developed for a number of sectors. Some of these standards specify additional quality
management system requirements, while others are limited to providing guidance to the application of
this International Standard within the particular sector.

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

To ensure the quality of the products and services it provides, the quality management system of the
local government should address some aspects related to other management systems, such as anti-
bribery, the environment, health and safety, and risk management. This guidance document follows
the structure of ISO 9001 and therefore follows the high level structure (HLS) for all ISO management
system standards (MSS). The HLS facilitates the integration of different standards, which will enable
local governments to develop an integrated management system (IMS).
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Quality management systems — Guidelines for the
application of ISO 9001 in local government

1 Scope

IS0 9001:2015, Quality management systems — Requirements

1 Scope
This International Standard specifies requirements for a quality management system when an organ-
ization:

a) needs to demonstrate its ability to consistently provide products and services that meet customer
and applicable statutory and regulatory requirements, and

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

All the requirements of this International Standard are generic and are intended to be applicable to any
organization, regardless of its type or size, or the products and services it provides.

NOTE 1 In this International Standard, the terms “product” or “service” only apply to products and
services intended for, or required by, a customer.

NOTE 2 Statutory and regulatory requirements can be expressed as legal requirements.

This document gives guidelines for local governments on understanding and implementing a quality
management system that meets the requirements of ISO 9001:2015, in order to meet the needs and
expectations of their customers/citizens and all other relevant interested parties by consistently
providing them with products and services.

It promotes implementing a quality management system in a responsible and accountable manner,
through the application of ISO 9001 on a comprehensive basis. These guidelines do not add, change or
modify the requirements of ISO 9001.

It is applicable to all local government processes at all levels (i.e. strategical, tactical-managerial and
operational) in order to constitute a comprehensive quality management system that focuses on the
local government achieving its objectives. The comprehensive character of this system is essential to
ensure that all the areas of the local government have a specified level of reliability (i.e. effectiveness of
the processes).

Annex A, as a starting point for users of this document, gives a diagnostic methodology for local
governments to evaluate the scope and maturity of their processes and products and services. Annex B
gives the processes necessary to provide reliable products and services to customers/citizens.
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2 Normative references

IS0 9001:2015, Quality management systems — Requirements

2 Normative references

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

[SO0 9000:2015, Quality management systems — Fundamentals and vocabulary

No additional guidance necessary.

3 Terms and definitions

IS0 9001:2015, Quality management systems — Requirements

3 Terms and definitions

For the purposes of this document, the terms and definitions given in ISO 9000:2015 apply.

For the purposes of this document, the terms and definitions given in ISO 9000 and the following apply.
ISO and IEC maintain terminological databases for use in standardization at the following addresses:

— ISO Online browsing platform: available at https://www.iso.org/obp

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

31
top management
person or group of people who directs and controls an organization at the highest level

Note 1 to entry: For the purposes of this document, the organization is the local government (3.3).

Note 2 to entry: Top management is the authority that presides over and performs the provisions and agreements
of the local government. Titles and functions can vary significantly according to country and culture. Typical
examples include mayor, regional governor, head of the local council, municipal president, intendant, director,
city manager and city leader.

Note 3 to entry: The local council is the assembly of the local government that is regulated by a specific legislation.
The local council is often selected by a local electoral process. It is normally formed of the local mayor, councillors,
public servants and trustees. It can also be the local public corporation in charge of managing the interests of a
territory and its population.

[SOURCE: ISO 9000:2015, 3.1.1, modified — The three notes of entry have been replaced with three
new notes to entry.]

3.2

customer/citizen

person or organization that could or does receive a product (3.5) or a service (3.6) intended for or
required by them

Note 1 to entry: For purposes of this document, customer/citizen refers to an organization, community or person
that receives a product and service from the local government (3.3), whether in return for payment or not.

Note 2 to entry: Local governments should recognize the various customers/citizens and should achieve a
balanced response to all their needs and expectations. For example, inhabitants, neighbours, tourists, natives or
some citizens who are taxpayers, and whose contributions serve to finance the products or services of the local
government, might not be the same citizens as those who benefit most from the products or services provided, as
described in relevant public policies.
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Note 3 to entry: The term “customer” can sometimes cause controversy inlocal government/publicadministration
and even in public international law, since it is related to the mercantile legislation. However, due to its wide
adoption and usefulness in the standardization of quality management systems, the use of the term “customer”
has been adopted in this document, and is used in combination with “citizen”.

[SOURCE: ISO 9000:2015, 3.2.4, modified — In the term “/citizen” has been added, the definition has
been slightly reworded, the example has been removed and the note to entry has been replaced with
three new notes to entry.]

3.3

local government

part of government in a country or nation that is typically closest to the population, is in charge of
managing, governing and promoting development of a local area, and is responsible (3.8) for the
definition, design, development and institutionalization of its public policies expressed in the provision
of products (3.5) or services (3.6) to its customers/citizens (3.2)

Note 1 to entry: The basis for a local government can be, for example, a territorial division and the national
and/or regional political and administrative organizations that are closest to the population. It is typically
a public entity formed by territory, population, government and legislation, it has its own legal capacity, and
it states its own political, administrative, cultural and historical heritage and regulatory capability. In some
countries, local governments include the executive and legislative authorities.

3.4

local government process

set of interrelated or interacting activities of the local government (3.3), which use inputs (e.g. public
policies, resources, customer/citizen (3.2) needs and expectations) to provide an expected output

Note 1 to entry: Some examples of process inputs are public policies, resources, customer/citizen needs and
expectations.

Note 2 to entry: Annex B provides some examples of typical local government processes.

3.5

product

<local government> output of a local government process (3.4) that can be provided with or without any
transaction between the local government (3.3) and the customer/citizen (3.2)

Note 1 to entry: Some examples of products of local government are licences, documents, grants, permissions,
roads and landfills.

3.6

service

<local government> output of a local government process (3.4) that has at least one activity
performed at the interface between the local government (3.3) and customery/citizen (3.2) and that is
generally intangible

EXAMPLE Garbage collection, street lighting, public transportation, educational services, gender protection,
security, potable water access, green areas, safe playgrounds.

Note 1 to entry: In most of the public services, local government requires citizen collaboration to deliver public
services, e.g. garbage collection.

3.7

transparency

openness about decisions and activities that affect society, the economy and the environment, and
willingness to communicate these in a clear, accurate, timely, honest and complete manner

Note 1 to entry: Transparency can be the result of processes, procedures, methods, data sources and assumptions
used by the local government (3.3) that ensure appropriate information is made available to customers/citizens
and other interested parties.

[SOURCE: ISO 26000:2010, 2.24, modified — The note to entry has been added.]
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3.8
responsibility
having an obligation to do something, or having control over or care for someone

Note 1 to entry: In context of this document, “responsible” means trustworthy, reliable, capable, able, competent,
qualified to make decisions and activities that affect society, institutions, the economy and the environment. The
responsible activities of the local government (3.3) are those which it has the duty to perform in order to take
care of the customers/citizens (3.2) as persons, their possessions and interests, so that they have confidence in it.

Note 2 to entry: The responsible activities of the local government are not only those that imply the fulfilment of
legal requirements, but also those directly related to customer/citizen satisfaction and confidence.

3.9

accountability

state of a local government (3.3) being answerable for its decisions and activities to the controlling
interests of its society and every customery/citizen (3.2), to other legal authorities, and, more broadly, to
any other party interested

Note 1 to entry: In the case of regional or national governments, this includes being answerable to the local
governments and societies in which they govern and operate.

[SOURCE: ISO 26000:2010, 2.1, modified — The wording of the definition has been changed and the
note to entry has been added.]

3.10

governance

legitimate, responsible (3.8), accountable (3.9) and efficient system by which a local government (3.3)
makes and implements decisions in pursuit of its objectives in the interests of a given community

3.11

public policy

principled guide to a course of actions taken in accordance with the intentions and direction of a local
government (3.3), as formally expressed by its top management (3.1), as a response to a perceived need

Note 1 to entry: Public policy is generally adopted, implemented, and enforced by a specific public agency, who
expect results.

Note 2 to entry: The principles of the local government are usually stated in response to a perceived problem of
the citizens, acting as a constituency, formulated by a specific political process, and adopted, implemented and
enforced by a specific public agency or local governmental area, who expect results.

Note 3 to entry: An example of public policy expressed in a product (3.5) or service (3.6) is the local government
responsibility (3.8) for water, i.e. the provision of water to citizens through pipelines. There are two principles
embedded in this course of actions or services:

a) the provision of water to the entire population;
b) the provision of water in an affordable manner.
There is a specific characteristic of this product and service: 100 % drinkable for health reasons.

Note 4 to entry: Another example of public policy that is not clearly a product or service is the promotion of
gender equality (see Table A.3, indicator 4). Gender equality should be an important public policy in any local
government, and it should be the basis for a programme in which the outputs focus on this issue. This is one case
in which public policy goes much further than simply a product or service.
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4 Context of the organization

4.1 Understanding the organization and its context

IS0 9001:2015, Quality management systems — Requirements

4.1 Understanding the organization and its context

The organization shall determine external and internal issues that are relevant to its purpose and its
strategic direction and that affect its ability to achieve the intended result(s) of its quality management
system.

The organization shall monitor and review information about these external and internal issues.
NOTE 1 Issues can include positive and negative factors or conditions for consideration.

NOTE 2 Understanding the external context can be facilitated by considering issues arising from legal,
technological, competitive, market, cultural, social and economic environments, whether international,
national, regional or local.

NOTE 3 Understanding the internal context can be facilitated by considering issues related to values,
culture, knowledge and performance of the organization.

Local government will benefit from having a structured approach to formulating its strategy. Having
a structured approach will assist the local government to have consistent and effective methods for
identifying the necessary sources of information to determine the external and internal contexts, which
can have an impact on the strategy and the purpose. This will enhance the local government’s ability to
achieve optimal results from its quality management system.

The local government should identify the external context (e.g. climate changes, hydrogeological
disruptions, environmental pollution, money exchange rates, inflation forecasts, credit availability,
variability of seasonal presence of the population, local unemployment rates, safety perception, crime
levels, level of poverty, supply chain relationships, constraints in terms of resources, public investments,
local infrastructure and public works) and categorize them according to a specified model (e.g. PESTLE,
SWOT, brainstorming, scenario thinking).

In addition, local government should identify the internal context (e.g. actual performance and level of
maturity of the management system of the local government, customer’s/citizen’s satisfaction, relevant
interested parties’ satisfaction, rules and procedures for decision making, competence of persons,
organizational behaviour and culture, relationships with unions, environment for the operation of the
processes) and categorize them.

NOTE4 It is important to identify external relations such as intergovernmental relations. An example is a

relationship that the local government has with the regional and national levels of government, and even with
citizen participation.

4.2 Understanding the needs and expectations of interested parties

IS0 9001:2015, Quality management systems — Requirements

4.2 Understanding the needs and expectations of interested parties

Due to their effect or potential effect on the organization’s ability to consistently provide prod-
ucts and services that meet customer and applicable statutory and regulatory requirements, the
organization shall determine:

a) theinterested parties that are relevant to the quality management system;

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

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

requirements. — Documents
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The local government should identify individuals, groups or organizations in the public, private or social
sector at the national, regional or international level relevant for the quality management system, and
know their needs and expectations.

One way to identify interested parties that affect the quality management system is to conduct an
analysis with each of the areas of local government. In this analysis, the local government defines as
relevant interested parties those parties that have a direct or indirect influence on the fulfilment of the
requirements of the quality management system.

Usually, these activities take place in the area that controls the political issues of the local government.
Where this does not exist, the local government should assign an area responsible for monitoring the
requirements or expectations of these interested parties.

The 39 indicators described in Annex A can have connections with different interested parties. Local
government can identify needs and expectations related to each of the 39 indicators. Some examples
of relevant interested parties are associations, non-governmental organizations, neighbouring areas,
ICOs, external providers and other levels of government.

Where citizens elect local government representatives, the elected body may carry the overall
accountability to their citizens for the quality of products and services. The elected body may establish
the scope of local government products and services, future planning, applicable policies and budget
priorities. The elected body may also negotiate with other interested parties, for example, regional and
national government, on behalf of the local government organization.

4.3 Determining the scope of the quality management system

1S0 9001:2015, Quality management systems — Requirements

4.3 Determining the scope of the quality management system

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

When determining this scope, the organization shall consider:
a) the external and internal issues referred to in 4.1;

b) the requirements of relevant interested parties referred to in 4.2;

c) the products and services of the organization.

The organization shall apply all the requirements of this International Standard if they are applicable
within the determined scope of its quality management system.

The scope of the organization’s quality management system shall be available and be maintained as
documented information. The scope shall state the types of products and services covered, and provide
justification for any requirement of this International Standard that the organization determines is not
applicable to the scope of its quality management system.

Conformity to this International Standard may only be claimed if the requirements determined as not
being applicable do not affect the organization’s ability or responsibility to ensure the conformity of its
products and services and the enhancement of customer satisfaction.

The local government should determine the scope of its quality management system, considering in its
mandate the public products and services normally provided in the local territory. The local government
should determine the applicability of the requirements of this document in accordance with the scope
of its quality management system.

The scope of the quality management system of the local government should consider the entire local
government. It should be maintained as documented information in a transparent way.
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All the requirements of ISO 9001 are generic and applicable to all local governments, regardless of their
type, size and products and services provided. When some requirements are not applicable to local
governments, they may be excluded with justifications.

4.4 Quality management system and its processes

IS0 9001:2015, Quality management systems — Requirements

4.4 Quality management system and its processes

4.4.1 The organization shall establish, implement, maintain and continually improve a quality manage-
ment system, including the processes needed and their interactions, in accordance with the requirements
of this International Standard.

The organization shall determine the processes needed for the quality management system and their
application throughout the organization, and shall:

a) determine the inputs required and the outputs expected from these processes;
b) determine the sequence and interaction of these processes;

c¢) determine and apply the criteria and methods (including monitoring, measurements and related
performance indicators) needed to ensure the effective operation and control of these processes;

d) determine the resources needed for these processes and ensure their availability;
e) assign the responsibilities and authorities for these processes;
f) address the risks and opportunities as determined in accordance with the requirements of 6.1;

g) evaluate these processes and implement any changes needed to ensure that these processes
achieve their intended results;

h) improve the processes and the quality management system.

Local government should use the government plan as a base to define its quality management system. If
the local government does not have a plan, it can use the Annex B as a starting point to build its quality
management system.

Top management should assign people with the responsibility and authority to lead the ongoing
development and maintenance of the quality management system. Processes should be reviewed
regularly to assess their effectiveness and to plan for improved performance of the quality
management system.

Processes inside the local government should be defined as inputs, activities and outputs, including
interfaces with other processes, responsibilities and accountabilities for these processes.

Monitoring, measurement and appropriate indicators should be included in definition of processes. The
processes should be aligned to the government plan and applicable documents.

The local government should ensure quality management system continuity when changing
administration by ensuring a timely and complete handover of all information about projects and plans
underway, as well as the content and status of the quality management system.

It is important that the local government retains overall management accountability in cases where
processes are outsourced to third parties. An example is where some products and services are
provided by outside, non-governmental organizations, such as public and private partnerships.

IS0 9001:2015, Quality management systems — Requirements

4.4.2 To the extent necessary, the organization shall:
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a) maintain documented information to support the operation of its processes;

b) retain documented information to have confidence that the processes are being carried
out as planned.

The local government should maintain documented information about its quality management system
processes, with the purpose of achieving an effective, transparent and trustworthy performance.

This information should be available and accessible through texts, electronic formats, photographs or
any other medium to prove that processes are being carried out as planned.

5 Leadership

5.1 Leadership and commitment

5.1.1 General

IS0 9001:2015, Quality management systems — Requirements
5.1.1 General

Top management shall demonstrate leadership and commitment with respect to the quality manage-
ment system by:

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

b) ensuring that the quality policy and quality objectives are established for the quality management
system and are compatible with the context and strategic direction of the organization;

¢) ensuring the integration of the quality management system requirements into the organization’s
business processes;

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

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

g) ensuring that the quality management system achieves its intended results;

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

i) promoting improvement;

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

NOTE Reference to “business” in this International Standard can be interpreted broadly to mean those
activities that are core to the purposes of the organization’s existence, whether the organization is public,
private, for profit or not for profit.

Top management should demonstrate its leadership and commitment to the quality management
system by continually identifying the needs and expectations of its customers/citizens.
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A local government assessment tool for integral quality management (as given in Annex A) can be
used for evaluation and enhancement of performance. Using it as a self-assessment can support the
engagement of top management and public servants involved in processes.

The strategies and actions of the top management of the local government should include the
following activities.

— Assume and demonstrate their responsibility and accountability regarding the effectiveness of the
quality management system in order to satisfy:

— the requirements of customers/citizens;
— relevant international or national standards related to specific products and services;
— statutory and regulatory requirements.

— Establish the vision, mission and values oflocal governmentin all entities focused on the achievement
of quality in their products and services.

— Demonstrate leadership, including promoting a cooperative approach to the different areas of local
government and with the different levels of governments (state, national) in order to fulfil the
diversity of the needs and expectations of customers/citizens. This cooperation should be extended
to relevant interested parties, including the private sector.

— Ensure that the quality policy and quality objectives are established for all areas, departments and
functions of the local government and they are compatible with the context (see 4.1 and 4.2) and
strategic direction (e.g. mission, vision, values).

— Ensure that the requirements of the quality management system are integrated into the
local government’s communication processes with the customers/citizens and the relevant
interested parties.

— Promote the process approach within the local government, using the PDCA cycle and allocating
the accountability and responsibility to public servants with the aim to consistently produce the
desired results.

— Promote the adoption of risk-based thinking, i.e. the capability of addressing risks and opportunities
for the processes inside local government.

— Ensureadequateandtimelyavailabilityofthenecessaryresourcesforthequalitymanagementsystem.

— Communicate and explain to all staff the quality policy and objectives, as well as the importance of
the effectiveness of the quality management system, so that each member of the local government
knows and understands these elements.

— Periodically verify the effectiveness of the quality management system and implement the necessary
actions to ensure that the expected results are achieved. Promote the continual improvement of the
quality management system and its processes.

— Maintain strong leadership through an exemplary attitude that promotes ethical behaviour and
commitment to the effectiveness of the quality management system.

5.1.2 Customer focus

IS0 9001:2015, Quality management systems — Requirements

5.1.2 Customer focus

Top management shall demonstrate leadership and commitment with respect to customer focus by
ensuring that:
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a) customer and applicable statutory and regulatory requirements are determined, understood and
consistently met;

b) the risks and opportunities that can affect conformity of products and services and the ability to
enhance customer satisfaction are determined and addressed;

c) the focus on enhancing customer satisfaction is maintained.

The needs and expectations of customers/citizens should be determined and periodically reviewed
for adequacy and actuality. Therefore, top management could, among others, use feedback and
recommendations of customers/citizens, analysis of complaints and surveys, or verification reports of
the ICOs (see Annex C).

The local government should address the needs and expectations based on the available resources for
the products and services provided.

Particularly in multicultural societies, top management should demonstrate leadership and
commitment by enabling customers/citizens to participate in accordance with their needs, including
diversity of languages and culturally appropriate practices.

Top management should ensure the involvement of its customers/citizens and relevant interested
parties in its processes in order to determine the requirements for its products and services
(see Annex C).

Top management should identify current requirements and, if possible, the future needs and
expectations of customers/citizens, considering the possible risks and opportunities in the provision of
products and services.

The commitment to continual improvement should be maintained, verifying the functioning
of the quality management system and implementing the necessary improvements to increase
customer/citizen satisfaction.

In order to increase customer/citizen satisfaction, innovation and best practices can be introduced
into the local government management. However, before entering a path towards innovation and
introduction of best practices, the local government should ensure the fulfilment at a green level of the
39 Annex A indicators.

5.2 Policy

5.2.1 Establishing the quality policy

IS0 9001:2015, Quality management systems — Requirements

5.2.1 Establishing the quality policy

Top management shall establish, implement and maintain a quality policy that:
a) isappropriate to the purpose and context of the organization and supports its strategic direction;

b) provides a framework for setting quality objectives;
¢) includes a commitment to satisfy applicable requirements;

d) includes a commitment to continual improvement of the quality management system.

The quality policy should be a principled guide and commitment in favour of the quality management
system and its continual improvement by the local government, for the benefit of its customers/citizens

and relevant interested parties. Documents
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Top management should ensure that the quality policy of the local government identifies and determines
the applicable statutory and regulatory requirements for its public policies, all other relevant local and
national government policies (e.g. anti-corruption, anti-bribery, environmental, gender equality, social
responsibility, security and transparency policies) and with its context (see 4.1 and 4.2).

The quality policy should serve as a frame of reference for developing, implementing and updating,
when necessary, local government quality objectives. Therefore, it should provide high-level criteria for
the decision-making processes of the local government. Likewise, the quality policy should be reviewed
periodically in order to maintain its consistency with the continual improvement of the quality
management system.

NOTE Examples of International Standards are ISO 37001, ISO 14001 and ISO 26000.

5.2.2 Communicating the quality policy

IS0 9001:2015, Quality management systems — Requirements

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

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

c) beavailable to relevant interested parties, as appropriate.

The local government should ensure that its quality policy is communicated, made available, understood
and accepted within all departments of local government and the other relevant interested parties.

Local government could use channels such as the internet, an intranet, meetings, panels, training and
publications in order to communicate its quality policy.

5.3 Organizational roles, responsibilities and authorities

IS0 9001:2015, Quality management systems — Requirements
5.3 Organizational roles, responsibilities and authorities

Top management shall ensure that the responsibilities and authorities for relevant roles are assigned,
communicated and understood within the organization.

Top management shall assign the responsibility and authority for:

a) ensuring that the quality management system conforms to the requirements of this
International Standard;

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

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

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

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

Top management should assign and communicate responsibilities and authorities to public servants
and departments, as well as verify their understanding.
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