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Foreword

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

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

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further three years, transferred to an ISO technical body for revision, or withdrawn.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either revised by the relevant ISO technical body or withdrawn.

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

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

The text which is in italics and not boxed represents the text approved at the workshop. For the benefit of the
user, the 1ISO 9001 requirements are included in boxed text before the comparable clause in this International
Workshop Agreement. Information marked “NOTE” is for guidance in understanding or clarification.

The text of 1ISO 9004 is also provided to allow those users who wish to move beyond the requirements of
ISO 9001 to enhance the efficiency of their quality management system in pursuit of continual improvement of
performance. The ISO 9004 text is in dashed boxes following the comparable clause.

This corrected version of IWA 2:2003 incorporates a second page to the Supplement, which was omitted by

mistake.
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Supplement

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

ASECAD de México

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

Consultoria Profesional en Sistemas de Calidad

CAAP

CsC

Grupo Raloy

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

Instituto Mexicano de Normalizacion y Certificacion (IMNC)

Instituto Politécnico Nacional (IPN)

— Centro de Estudios Cientificos y Tecnoldgicos No. 7 “Cuauhtémoc”

— Centro de Investigacion e Innovacion Tecnolégica

— Division de Metrologia, Normas y Calidad Industrial

— Unidad Profesional Interdisciplinaria de Biotecnologia

Instituto Tecnoldgico de Oaxaca

Instituto Tecnoldgico y de Estudios Superiores de Monterrey (ITESM)

Qualitec Internacional, S.A. de C.V.

Secretaria de Educacién Publica (SEP)

— Coordinacién de Asesores de la Subsecretaria de Educacion Superior e Investigacion Cientifica
— Coordinacién General de Universidades Tecnoldgicas

— Unidad Administradora del Proyecto para la Modernizaciéon de la Educacién Técnica y la Capacitacion
Sindicato Nacional de Trabajadores de la Educacién

Tecno-Ingenieria Computacional, S.A. de C.V.

Universidad Nacional Autonoma de México, UNAM

— Facultad de Ingenieria

Universidad de Colima

Universidad Tecnoldgica de Tula Tepeji

Universidad Tecnoldgica Fidel Velazquez

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

Delegates:

Argentina, Instituto Argentino de Normalizacién (IRAM)

Australia, Standards Australia International (SAI)

Brazil, Petrobras and DS

Canada, Canadian Center for Management Development

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

Germany, DIN

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

Sweden, RFK AB

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

Observers:

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

Det Norske Veritas

Instituto Argentino de Normalizacién (IRAM)

Instituto Chapultepec

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

Instituto Politécnico Nacional

— ESIME Azcapotzalco

INTERPRO Consultores

Secretaria de Educacién del Estado de Tabasco

Secretaria de Educacion Publica

— Coordinacién General de Universidades Tecnoldgicas

— Direccion General de Centros de Formacion para el Trabajo

— Direccion General de Educacién Tecnolégica Agropecuaria

— Direccion General de Educacién Tecnoldgica Industrial

— Unidad Administradora del Proyecto para la Modernizacion de la Educacién Técnica y la Capacitacién
Colegio de Posgraduados

TESCAP

Universidad ETAC

Universidad Nacional Autbnoma de México

— Facultad de Ingenieria

Universidad Tecnolégica de Aguascalientes

Universidad Tecnoldgica de Tula Tepeji

Universidad Tecnolégica de Tecamac

Universidad Tecnolégica de Torredn
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Quality management systems — Guidelines for the application
of ISO 9001:2000 in education

Introduction

ISO 9001:2000, Quality management systems — Requirements

0.1 General

The adoption of a quality management system should be a strategic decision of an organization. The design and
implementation of an organization's quality management system is influenced by varying needs, particular
objectives, the products provided, the processes employed and the size and structure of the organization. It is not the
intent of this International Standard to imply uniformity in the structure of quality management systems or uniformity
of documentation.

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

This International Standard can be used by internal and external parties, including certification bodies, to assess the
organization's ability to meet customer, regulatory and the organization's own requirements.

The quality management principles stated in ISO 9000 and ISO 9004 have been taken into consideration during the
development of this International Standard.

0.1 General

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

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

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

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

A curriculum can specify what is expected to be learnt and how the learning is to be assessed. However, the
curriculum by itself does not ensure that needs and expectations will be met if deficient processes exist in
educational organizations. The need to prevent these deficiencies has led to the provision of this International
Workshop Agreement to help educational organizations implement a quality management system that is
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known to be effective. Continuing assessment of the curriculum and educational processes that support
instruction can ensure the effectiveness of the learning process. Internal quality audits provide verification of
the fulfilment of requirements, for example, stated claims of achievements

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

ISO 9001:2000, Quality management systems — Requirements

0.2 Process approach

This International Standard promotes the adoption of a process approach when developing, implementing and
improving the effectiveness of a quality management system, to enhance customer satisfaction by meeting customer
requirements.

For an organization to function effectively, it has to identify and manage numerous linked activities. An activity using
resources, and managed in order to enable the transformation of inputs into outputs, can be considered as a
process. Often the output from one process directly forms the input to the next.

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

An advantage of the process approach is the ongoing control that it provides over the linkage between the individual
processes within the system of processes, as well as over their combination and interaction.

When used within a quality management system, such an approach emphasizes the importance of

a) understanding and meeting requirements,

b) the need to consider processes in terms of added value,

c) obtaining results of process performance and effectiveness, and

d) continual improvement of processes based on objective measurement.

The model of a process-based quality management system shown in Figure 1 illustrates the process linkages
presented in clauses 4 to 8. This illustration shows that customers play a significant role in defining requirements as
inputs. Monitoring of customer satisfaction requires the evaluation of information relating to customer perception as

to whether the organization has met the customer requirements. The model shown in Figure 1 covers all the
requirements of this International Standard, but does not show processes at a detailed level.

NOTE In addition, the methodology known as “Plan-Do-Check-Act” (PDCA) can be applied to all processes. PDCA can be briefly
described as follows.

Plan: establish the objectives and processes necessary to deliver results in accordance with customer requirements and
the organization's policies.

Do: implement the processes.
Check: monitor and measure processes and product against policies, objectives and requirements for the product and report
the results.
Act: take actions to continually improve process performance.
Documents
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Figure 1 — Model of a process-based quality management system

0.2 Process approach in educational organizations

Educational organizations that provide educational products should define their processes. These processes,
which are generally multidisciplinary, include administrative services and other forms of support, as well as
those concerning assessment, such as:

— a strategic process to determine the role of the educational organization in the socio-economic
environment;

— provision of the teaching capability of the learning providers;
— maintenance of the working environment;

— developing, reviewing and updating study plans and curricula;
— admission and selection of applicants;

— student’s education follow-up and assessment;

— final assessment aimed to grant the student an academic degree, a degree that will be supported by a
diploma, acknowledgement, bachelor’s degree or certificate of competencies;

— support services for the teaching-learning process carried out for the satisfactory accomplishment of their
curricula, and support to the student until he/she can succeed in obtaining his/her academic degree or
certificate;

— internal and external communication; and

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

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

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

ISO 9004 gives guidance on a wider range of objectives of a quality management system than does 1SO 9001,
particularly for the continual improvement of an organization's overall performance and efficiency, as well as its
effectiveness. ISO 9004 is recommended as a guide for organizations whose top management wishes to move
beyond the requirements of 1ISO 9001, in pursuit of continual improvement of performance. However, it is not
intended for certification or for contractual purposes.

0.4 Compatibility with other management systems

This International Standard has been aligned with ISO 14001:1996 in order to enhance the compatibility of the two
standards for the benefit of the user community.

This International Standard does not include requirements specific to other management systems, such as those
particular to environmental management, occupational health and safety management, financial management or risk
management. However, this International Standard enables an organization to align or integrate its own quality
management system with related management system requirements. It is possible for an organization to adapt its
existing management system(s) in order to establish a quality management system that complies with the
requirements of this International Standard.
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ISO 9001:2000, Quality management systems — Requirements

1 Scope

1.1 General

This International Standard specifies requirements for a quality management system where an organization

a) needs to demonstrate its ability to consistently provide product that meets customer and applicable regulatory
requirements, and

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

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

1 Scope for educational organizations

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

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

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

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

| |
i This International Standard provides guidelines beyond the requirements given in 1ISO 9001 in order to consider both |
ithe effectiveness and efficiency of a quality management system, and consequently the potential for improvement of |
jthe performance of an organization. When compared to ISO 9001, the objectives of customer satisfaction and |
Iproduct quality are extended to include the satisfaction of interested parties and the performance of the organization. I

IThis International Standard is applicable to the processes of the organization and consequently the qualitj;rI
management principles on which it is based can be deployed throughout the organization. The focus of this

'Internamnal Standard is the achievement of ongoing improvement, measured through the satisfaction of customers !
Iand other interested parties. :
IThis International Standard consists of guidance and recommendations and is not intended for certification, !
Iregulatory ar contractual use, nor as a guide to the implementation of 1SO 9001. |

ISO 9001:2000, Quality management systems — Requirements

1.2 Application

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

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

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

Documents

Document Sharinggﬂub
© 1SO 2003 — Al rights reserved

Full document details: IWA 2_2003


http://www.avadocuments.com/doc/iwa-2-2003
http://www.avadocuments.com/doc/iwa-2-2003

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

ISO 9001:2000, Quality management systems — Requirements
2 Normative reference

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

ISO 9000:2000, Quality management systems — Fundamentals and vocabulary.
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ISO 9001:2000, Quality management systems — Requirements

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

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

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

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

Throughout the text of this International Standard, wherever the term “product” occurs, it can also mean “service”.

3 Terms and definitions in educational organizations

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

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

[1SO 9000:2000]

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

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

[1ISO 9000:2000]

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

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

3.3
educational process
process resulting in educational product (3.4)

3.4
educational product
product concerned with education

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

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

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

NOTE The education provider is referred to by customary titles which vary on national and educational hierarchical
grounds including for example, teacher, trainer, lecturer or professor.
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ISO 9001:2000, Quality management systems — Requirements

4 Quality management system
4.1 General requirements

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

The organization shall

a) identify the processes needed for the quality management system and their application throughout the
organization (see 1.2),

b) determine the sequence and interaction of these processes,

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

d) ensure the availability of resources and information necessary to support the operation and monitoring of these
processes,

e) monitor, measure and analyse these processes, and

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

These processes shall be managed by the organization in accordance with the requirements of this International
Standard.

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

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

4 Quality management system

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

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

b) the conditions for the acceptance of the education at the time of delivery; and

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

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

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

They will also help to identify what services are delivered, which is essential in the identification and
separation of customers and other interested parties.
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An instructional quality management system should be understood in terms of the curriculum, a system of
learning processes, the organizational structure, responsibilities, processes, and resources that ensure the
quality of instruction. This includes most activities of the educational organization’s employees or appropriate
suppliers. Control of instruction may be exercised during the following processes:

a) instructional needs analysis;

b) instructional design;

c) instructional development;

d) delivery of instruction;

e) instructional evaluation;

f)  educational faculty organization development; and

g) operation of libraries, workshops, and laboratories.

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

:4 Quality management system

:4.1 Managing systems and processes

'Leading and operating an organization successfully requires managing it in a systematic and visible manner.
I Success should result from implementing and maintaining a management system that is designed to continually !
limprove the effectiveness and efficiency of the organization's performance by considering the needs of interested |
| parties. Managing an organization includes quality management, among other management disciplines. |
|
I Top management should establish a customer-oriented organization

|
a) by defining systems and processes that can be clearly understood, managed and improved in effectiveness as

I well as efficiency, and

|
|
|
|
|
Ib) by ensuring effective and efficient operation and control of processes and the measures and data used iol
I determine satisfactory performance of the organization. 1
| |
| Examples of activities to establish a customer-criented organization include 1
|
|
|
|
|
|
|
|

: — defining and promoting processes that lead to improved organizational performance,
| — acguiring and using process data and information on a continuing basis,
: — directing progress towards continual improvement, and

I — using suitable methods to evaluate process improvement, such as self-assessments and management review.

1
| Examples of self-assessment and continual improvement processes are given in annexes A and B respectively.
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4.2 Documentation requirements
4.2.1 General

The quality management system documentation shall include

a) documented statements of a quality policy and quality objectives,
b) a quality manual,

c) documented procedures required by this International Standard,

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

e) records required by this International Standard (see 4.2.4).

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

NOTE 2 The extent of the quality management system documentation can differ from one organization to another due to
a) the size of organization and type of activities,

b) the complexity of processes and their interactions, and

c) the competence of personnel.

NOTE 3 The documentation can be in any form or type of medium.

4.2.2 Quality manual

The organization shall establish and maintain a quality manual that includes

a) the scope of the quality management system, including details of and justification for any exclusions (see 1.2),
b) the documented procedures established for the quality management system, or reference to them, and

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

4.2.3 Control of documents

Documents required by the quality management system shall be controlled. Records are a special type of document
and shall be controlled according to the requirements given in 4.2.4.

A documented procedure shall be established to define the controls needed

a) to approve documents for adequacy prior to issue,

b) to review and update as necessary and re-approve documents,

c) to ensure that changes and the current revision status of documents are identified,

d) to ensure that relevant versions of applicable documents are available at points of use,

e) to ensure that documents remain legible and readily identifiable,

f) to ensure that documents of external origin are identified and their distribution controlled, and

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

4.2.4 Control of records

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

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

— the terms and definitions required by the organization;

— regulatory and organizational policies;

— applicable laws and regulations;

— the competencies of the teaching staff (educational providers);

— accreditation and certification programmes;

— study plans and curricula;

— competence programmes, awareness, education, training and updating; and

— support services.

4.2.2 Documentation in the educational organization
4.2.2.1  Quality manual

The quality manual should describe the scope of the educational organization’s quality management system
and interactions of its educational and support processes. It should include, or contain, references to all
applicable documented procedures required by ISO 9001 and other criteria upon which the quality
management system is based.

4.2.2.2 Control of documents in the educational organization

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

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

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

Documents used to define, direct, and control instruction and support activities should be controlled (see 7.1).
Documents generated internally should be reviewed and approved for adequacy and conformity.

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

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

The document control system should include provisions for control of external document (for example, but not
limited to, legislation, rules, government circulars, accreditation regulations).

4.2.2.3 Control of records in the educational organization

A record provides information about the activities carried out in the organization, such as the results obtained

in each stage of the teaching/learning process (education provision).
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The educational organization should give attention to retention times and record disposal, generally well
established by legislation or regulation.

Student records and instructional records are typically maintained by educational organizations within the
guidelines of privacy protection, such as:

— design report;

— development report;

— instructor certifications or qualifications;

— impact evaluation;

— student performance records and instruction reviews;

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

— loss, damage, or unsuitable use of student supplied materials;
— complaints;

— participation in research;

— prerequisite skills; and

— copyright records or permission to use information.

The specific requirements for records within an educational organization quality management system are
defined in clauses 5 to 8 by reference to 4.2.4.

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

14.2 Documentation

|

IManagement should define the documentation, including the relevant records, needed to establish, implement and !
Imaintain the quality management system and to support an effective and efficient operation of the organization's !
Iprocesses. |
| |
IThe nature and extent of the documentation should satisfy the contractual, statutory and regulatory requirements, |
land the needs and expectations of customers and other interested parties and should be appropriate to thel
lorganization. Documentation may be in any form or medium suitable for the needs of the organization. I
| |
lin order to provide documentation to satisfy the needs and expectations of interested parties management should |
Iconsider 1

| ) . .
1= contractual requirements from the customer and other interested parties,

| — acceptance of international, national, regional and industry sector standards,
|

j— relevant statutory and regulatory requirements,
|
|
1— sources of external information relevant for the development of the organization's competencies, and
|
|

— decisions by the organization,

— information about the needs and expectations of interested parties.

IThez; generation, use and control of documentation should be evaluated with respect to the effectiveness and
:efﬁciency of the organization against criteria such as

1— functionality (such as speed of processing),
:— user friendliness,
I— resources needed,

|
|— bolicies and objectives,
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1
— current and future requirements related to managing knowledge,

1
|
:— benchmarking of documentation systems, and :
I— interfaces used by organization's customers, suppliers and other interested parties. 1
| |
1Access to documentation should be ensured for people in the organization and to other interested parties, based on |
1the organization's communication policy. I
| |
|
|
|
|
|

|
4.3 Use of quality management principles

|
To lead and operate an organization successfully, it is necessary to manage it in a systematic and visible manner.
I The guidance to management offered in this International Standard is based on eight quality management principles.

I These principles have been developed for use by top management in order to lead the organization toward improved |
I performance. These quality management principles are integrated in the contents of this International Standard and |
I are listed below 1
| |
1 8) Customer focus |
COrganizations depend on their customers and therefore should understand current and future customer needs, |
should meet customer requirements and strive to exceed customer expectations. 1
|
|
Leaders establish unity of purpose and direction of the organization. They should create and maintain thel
internal environment in which people can become fully involved in achieving the organization's objectives. 1
|
|
People at all levels are the essence of an organization and their full involvement enables their abilities to be used |
for the organization's benefit. |

b) Leadership
c) Involvement of people

d) Process approach

|
|
A desired result is achieved more efficiently when activities and related resources are managed as a process. |
|
|

e) System approach to management

Identifying, understanding and managing interrelated processes as a system contributes to the organization's |
effectiveness and efficiency in achieving its objectives. I

|
Continual improvement of the organization's overall performance should be a permanent objective of the
organization. I

f) Continual improvement

1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
: g) Factual approach to decision making

I Effective decisions are based on the analysis of data and information.
1
1
1

An organization and its suppliers are interdependent and a mutually beneficial relationship enhances the ability

|
|
|
h) Mutually beneficial supplier relationships :
|
I of both to create value. I

|

I Successful use of the eight management principles by an organization will result in benefits to interested parties,
I'such as improved monetary returns, the creation of value and increased stability.
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5 Management responsibility

5.1 Management commitment

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

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

b) establishing the quality policy,
c) ensuring that quality objectives are established,
d) conducting management reviews, and

e) ensuring the availability of resources.

5 Management responsibility
5.1 Management commitment in the educational organization

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

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

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

Some strategies that could be used in educational organizations are:

— organization quality policies;

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

— communication plan reviewing and follow-up.

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

— establishing a quality policy that allows all the members of the organization to know the vision and
mission with which top management has decided to manage the quality-related processes;

— establishing quality objectives in order to realize aims and intentions, expressed in the quality policy, in
operating actions;

— ensuring availability, as far as possible, of human and material resources, necessary for achieving the
objectives;

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

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

— measuring the organization performance in order to monitor the fulfilment of the established policies and
objectives.
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I ISO 9004:2000, Quality management systems — Guidelines for performance improvements
|
15 Management responsibility

15.1 General guidance

1
15.1.1 Introduction I

'Leadership, commitment and the active involvement of the top management are essential for developing and !
Imaintaining an effective and efficient quality management system to achieve benefits for interested parties. To !
lachieve these benefits, it is necessary to establish, sustain and increase customer satisfaction. Top management !
Ishould consider actions such as I
|
|
j— leading the organization by example, in order to develop trust within its people,

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

— establishing a vision, policies and strategic objectives consistent with the purpose of the organization,

I _ participating in improvement projects, searching for new methods, solutions and products,

:— obtaining feedback directly on the effectiveness and efficiency of the quality management system,

j— identifying the product realization processes that provide added value to the organization,

|— identifying the support processes that influence the effectiveness and efficiency of the realization processes,
I— creating an environment that encourages the involvement and development of people, and

— provision of the structure and resources that are necessary to support the organization's strategic plans.

I Top management should also define methods for measurement of the organization's performance in order to
Idetermine whether planned objectives have been achieved.

:Methuds include

— financial measurement,

I— measurement of process performance throughout the organization,

I_ external measurement, such as benchmarking and third-party evaluation,

— assessment of the satisfaction of customers, people in the organization and other interested parties,

assessment of the perceptions of customers and other interested parties of performance of products provided,
and

measurement of other success factors identified by management.

Information derived from such measurements and assessments should also be considered as input to management
review in order to ensure that continual improvement of the quality management system is the driver for performance

|
|
1—
|
11—
|
|
: improvement of the organization.
|

15.1.2 Issues to be considered

: When developing, implementing and managing the organization's quality management system, management should
: consider the quality management principles outlined in 4.3.

1 On the basis of these principles, top management should demonstrate leadership in, and commitment to, the
| following activities:

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

| promqling policies and objectives to increase awareness, motivation and involvement of people in the
| organization;

| — establishing continual improvement as an objective for processes of the organization;

| — planning for the future of the organization and managing change;

I—

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

|

1 In addition to small-step or ongoing continual improvement, top management should also consider breakthrough |
changes 1o processes as a way to improve the organization's performance. During such changes, management
should take steps to ensure that the resources and communication needed to maintain the functions of the quamyl

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

I Management should ensure that processes operate as an effective and efficient network. Management should !

I analyse and optimize the interaction of processes, including both realization processes and support processes. !
| |
| Consideration should be given to I

| — ensuring that the sequence and interaction of processes are designed to achieve the desired results effectively 1
| and efficiently, |
|
|

|
| — identifying and managing risks, and exploiting performance improvement opportunities,

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

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

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

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

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

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

5.2 Customer focus in the educational organization

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

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

Customers' requirements are often implied. They should be defined and documented as curriculum
requirements that include well-defined learning outcomes and specified performance indicators, instructional
designs that should be reviewed at the proposal stage and, as a minimum, annually thereafter to assure that
all requirements are met and are aligned with the organization’s objectives.

11SO 9004:2000, Quality management systems — Guidelines for performance improvements
|
15.2 Needs and expectations of interested parties

1
15.2.1 General

'Euery organization has interested parties, sach party having needs and expectations. Interested parties of
:nrganizatil:ms include

|— customers and end-users,

I— peopls in the organization,
1
1

1
|— suppliers and partners, and

— ownersfinvestors (such as shareholders, individuals or groups, including the public sector, that have a speacific
interast in the arganization),

I— saociety in terms of the community and the public affectad by the organization or its products.
1

|
15.2.2 Needs and expectations

IThee success of the organization depends on understanding and satisfying the current and future needs and
Iexpectations of present and potential customers and end-users, as well as understanding and considering those of
Ic:tmer interested parties.

IIn order to understand and meet the needs and expectations of interested parties, an organization should
I_ identify its interested parties and maintain a balanced response to their needs and expectations,
:— translate identified needs and expectations into requirements,

|— communicate the requirements throughout the organization, and

| . . e .
. focus on process improvement to ensure value for the identified interested parties.

1 To satisfy customer and end-user needs and expectations, the management of an organization should
:— understand the needs and expectations of its customers, including those of potential customers,
|— determine key product characteristics for its customers and end-users,

I_ identify and assess competition in its market, and
|
1— identify market opportunities, weaknesses and future competitive advantage.
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1
| Examples of customer and end-user needs and expectations, as related to the organization's products, include

— conformity,

|1— dependability,

I availability,

|— delivery,

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

I— product liability, and

— environmental impact. I

I The organization should identify its people's needs and expectations for recognition, work satisfaction, and personal |
ldevelopment. Such attention helps to ensure that the involvement and motivation of people are as strong as possible. |
| |
1 The organization should define financial and other results that satisfy the identified needs and expectations of |
jowners and investors. |

'Management should consider the potential benefits of establishing partnerships with suppliers to the organization, in !
Iorder to create value for both parties. A partnership should be based on a joint strategy, sharing knowledge as well !
las gains and losses. When establishing partnerships, an arganization should

:— identify key suppliers, and other organizations, as potential pariners,

I— jointly establish a clear understanding of customers' needs and expectations,

:— jointly establish a clear understanding of the partners' needs and expectations, and

I_ set goals to secure opportunities for continuing partnerships.

:In considering its relationships with society, the organization should

— demonstrate responsibility for health and safety,

|— consider environmental impact, including conservation of energy and natural resources,
— identify applicable statutory and regulatory requirements, and

|— identify the current and potential impacts on society in general, and the local community in particular, of its
I products, processes and activities.

|
15-2.3 Statutory and regulatory requirements

IManagement should ensure that the organization has knowledge of the statutory and regulatory requirements that !
lapply to its products, processes and activities and should include such requirements as part of the gquality !
Imanagement system. Consideration should also be given to 1

:— the promotion of ethical, effective and efficient compliance with current and prospective requirements,

|
|
|— the benefits to interested parties from exceeding compliance, and I
|

I— the role of the organization in the protection of community interests.
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5.3 Quality policy
Top management shall ensure that the quality policy
a) is appropriate to the purpose of the organization,

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

c) provides a framework for establishing and reviewing quality objectives,
d) is communicated and understood within the organization, and

e) is reviewed for continuing suitability.

5.3 Quality policy in the educational organization
Quality policy should be documented.

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

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

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

15.3 Quality policy

1
; Top management should use the quality policy as a means of leading the organization toward improvement of its
I performance.

IAn organization's quality policy should be an equal and consistent part of the organization's overall policies and

Istrategy.
1
1 In establishing the quality policy, top management should consider

I— the level and type of future improvement needed for the organization to be successful,
|
|
|— fthe development of people in the organization,

— the expected or desired degree of customer satisfaction,

I_ the needs and expectations of other interested parties,
|

|
I— the potential confributions of suppliers and partners.

— the resources needed to go beyond 1SO 9001 requirements, and

|

The quality policy can be used for impravement provided that
it is consistent with top management's vision and strategy for the organization's future,
it permits quality objectives to be understood and pursued throughout the organization,

achievement of objectives, I

it aids in promoting a commitment to quality throughout the organization, with clear leadership by top|
management, |

it includes continual improvement as related to satisfaction of the needs and expectations of customers and other !

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

|
|
|
|
|
|
|
|
|
|
: it is effectively formulated and efficiently communicated. :
I As with other business palicies, the quality policy should be periodically reviewed. |
e -

Documents

Document SharinPQHub
© 1SO 2003 — Al rights reserved

Full document details: IWA 2_2003


http://www.avadocuments.com/doc/iwa-2-2003
http://www.avadocuments.com/doc/iwa-2-2003

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

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

5.4.1 Quality objectives

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

5.4 Planning
5.4.1 Quality objectives in the educational organization

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

Quality objectives should be integrated in the educational organizations’ overall objectives, support service
specifications, and include performance measures or indicators.

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

| |
| |
. 5.4 Planning .
: 5.4.1 Quality objectives :

I The arganization's strategic planning and the quality policy provide a framework for the setting of quality objectives. |
I Top management should establish these objectives, leading to improvement of the organization's performance. The |
I objectives should be capable of being measured in order to facilitate an effective and efficient review by
| management. When establishing these objectives, management should also consider 1

I _ current and future needs of the organization and the markets served,
|

|
| — current preduct and process performance,

— relevant findings from management reviews,

| — levels of satisfaction of interested parties,

— self-assessment results,

— benchmarking, competitor analysis, opportunities for improvement, and
— resources needed to meet the objectives.

achievement. Responsibility for deployment of quality objectives should be defined. Objectives should be
systematically reviewed and revised as necessary.

|
|
|
I The quality objectives should be communicated in such a way that people in the organization can contribute to their
|
1
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5.4.2 Quality management system planning
Top management shall ensure that

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

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

5.4.2 Quality management system planning in the educational organization

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

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

|
| Management should take responsibility for the quality planning of the organization. This planning should focus on

j defining the processes needed to meet effectively and efficiently the organization's quality objectives and,
| rfequirements consistent with the strategy of the organization. I

linputs for effective and efficient planning include
|

=
| — defined organizational objectives,
| — defined needs and expectations of the customers and other interested parties,

strategies of the organization,

— evaluation of statutory and regulatory requirements,
| — evaluation of performance data of the products,
evaluation of performance data of processes,

indicated opportunities for improvement, and

— lessons learned from previous experience,
— related risk assessment and mitigation data.

|
|
|
|
|
: Outputs of quality planning for the organization should define the product realization and support processes needed
: in terms such as

| — skills and knowledge needed by the organization,

I — responsibility and authority for implementation of process improvement plans,
|

|
| — metrics for evaluating the achievement of the organization's performance improvement

— resources needed, such as financial and infrastructure,

I — needs for improvement including methods and tools, and
|
|
I Management should systematically review the outputs to ensure the effectiveness and efficiency of the processes of
I the organization.

— needs for documentation, including records.
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