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ทัง้นี ้ใหมีผลตัง้แตวันประกาศในราชกจิจานเุบกษาเปนตนไป
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มาตรฐานผลิตภณัฑอตุสาหกรรม

การบริหารงานเพ่ือความสำเร็จ
ที่ยั่งยืนขององคกรโดยใช

แนวทางการบริหารงานคุณภาพ

บทนำ
มาตรฐานนีใ้หขอแนะนำทีช่วยใหองคกรสามารถประสบความสำเรจ็ท่ียัง่ยนืในสถานการณตาง ๆ  ไดโดยใชแนวทาง

การบรหิารงานคณุภาพ

การที่องคกรจะประสบความสำเร็จท่ียั่งยืนไดตองอาศัยความสามารถขององคกรในการสนองความตองการและ

ความคาดหวังของลูกคา และผูมีสวนไดเสีย ในระยะยาวและมีความสมดุล  ความสำเร็จท่ียั่งยืนจะเกิดขึ้นไดโดย

การบริหารงานทีม่ปีระสทิธผิล ดวยความคำนึงถงึสภาพแวดลอมขององคกร โดยการเรยีนร ูและนำไปใชในการปรบัปรุง

และทำใหเกดินวัตกรรมตามความเหมาะสม

มาตรฐานน้ีสงเสริมใหนำเร่ืองการประเมินตนเองมาใชเปนเคร่ืองมือสำคญัในการทบทวนระดับความเจริญขององคกร

ในดานตาง ๆ ไดแก ภาวะผูนำ ยุทธศาสตร ระบบการบริหารงาน ทรัพยากร และกระบวนการ เพื่อชี้บงจุดแข็ง

จุดออน และโอกาส ทัง้เพือ่การปรับปรุงและการสรางนวัตกรรม

มาตรฐานนีใ้หความสำคญักบัการบรหิารงานคณุภาพทีก่วางขวางกวามาตรฐาน มอก. 9001 โดยระบคุวามตองการและ

ความคาดหวังของผูมีสวนไดเสียท่ีเกี่ยวของทั้งหมด  และใหขอแนะนำเพื่อการปรับปรุงสมรรถนะโดยรวมของ

องคกรอยางเปนระบบและตอเน่ือง  รปูแบบระบบการบริหารงานคณุภาพเชงิกระบวนการซ่ึงไดขยายรวมขอกำหนด

ของมาตรฐาน ISO 9001 และแนวทางการบรหิารงานคณุภาพ ตามมาตรฐาน ISO 9004  เขาดวยกัน ไดแสดงไวดงั

รปูท่ี 1



-2-

มอก. 9004-2553
ISO 9004 : 2009

รปูที ่1  รปูแบบขยายความของกระบวนการระบบการบริหารงานคุณภาพ

มาตรฐานน้ีจัดทำข้ึนโดยคงรักษาใหสอดคลองกับ มอก. 9001  และสามารถนำไปใชรวมกับมาตรฐานระบบ

การบรหิารงานอืน่ได มาตรฐานตาง ๆ  จะเสรมิซึง่กนัและกนั แตสามารถใชเปนอิสระได

ภาคผนวก ก  ใหเครือ่งมอืสำหรบัองคกรในการประเมนิจุดแขง็ และจดุออนของตนเอง เพือ่กำหนดระดบัความเจรญิ

และใชในการช้ีบงโอกาสในการปรับปรุงและสรางนวัตกรรม

ภาคผนวก ข ใหคำอธบิายของหลกัการของการบรหิารงานคณุภาพซึง่เปนพืน้ฐานท่ี ISO/TC176 ใชในการกำหนด

มาตรฐานดานการบรหิารงานคุณภาพ

ภาคผนวก ค แสดงความสัมพนัธในแตละขอของมาตรฐานน้ีกบัมาตรฐาน มอก. 9001-2552

 

สภาพแวดลอมขององคกร 

ผูมสีวนไดเสยี 

      ลูกคา 

ความตองการและ
ความคาดหวัง 

สภาพแวดลอมขององคกร 

ผูมสีวนไดเสีย 

       

      ลูกคา 

ความพงึพอใจ 

ความตองการ
และความ
คาดหวัง 

                      การปรบัปรงุระบบการบรหิารงานคุณภาพอยางตอเนือ่งนําไปสูความสําเรจ็ที่ยัง่ยืน  

               พืน้ฐาน : หลกัการในการบริหารงานคณุภาพ (ISO 9000) 

ISO 9001 ขอ 6 
การบรหิาร
ทรพัยากร 

ISO 9001 ขอ 8 
การวัด  การ
วิเคราะห และ  
การปรบัปรงุ 

ISO 9001 ขอ 7 
การผลติ 

ISO 9004  ขอ 5 
นโยบายและ    
ยทุธศาสตร 

ISO 9004 ขอ 6 
การบรหิาร
ทรพัยากร 

(ขยายความ) 

ISO 9004 ขอ 4 
การบรหิารงาน 
เพ่ือความสําเรจ็ท่ี
ยัง่ยนืขององคกร 

ISO 9004 ขอ 9 
การปรบัปรงุ 
นวัตกรรม และ
การเรยีนรู 

ISO 9004 ขอ 8 
การเฝาติดตาม 

การวัด 
การวิเคราะห  และ

การทบทวน 

ผลติภัณฑ 

ISO 9004 ขอ 7 
การบรหิาร
กระบวนการ 

                    การไหลของขอมูล 

กิจกรรมเพ่ิมคุณคา 

เง่ือนไข 

ISO 9001 ขอ 5 
ความรับผดิชอบ
ของฝายบรหิาร 
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ขอบขาย
มาตรฐานนีใ้หขอแนะนำแกองคกร เพือ่ชวยใหประสบความสำเรจ็ท่ียัง่ยนืโดยการนำแนวทางการบรหิารงานคณุภาพมาใช

ซึง่สามารถนำไปใชกบัองคกรโดยไมจำกดัขนาด ประเภท  และกจิกรรม และไมมจุีดมงุหมายใหนำไปใชเพือ่การรับรอง

การบงัคบัใชเปนกฎหมาย หรอืการทำขอตกลง รายละเอยีดใหเปนไปตามมาตรฐาน ISO 9004 : 2009 ขอ 1

เอกสารอางองิ
เอกสารอางอิงดังตอไปนี้เกี่ยวของกับการนำมาตรฐานนี้ไปใช สำหรับเอกสารอางอิงที่มีการระบุวันท่ีไวใหใช

เฉพาะฉบบัตามทีร่ะบเุทานัน้ สวนเอกสารอางองิทีไ่มไดระบวัุนท่ีไวใหใชเอกสารอางองิฉบบัลาสดุ รวมถึงสวนท่ีไดมี

การแกไขปรบัปรงุดวย

ISO 9000, Quality management systems - Fundamentals and vocabulary

รายละเอยีดใหเปนไปตามมาตรฐาน ISO 9004 : 2009 ขอ 2

บทนิยาม
เพื่อใหเปนไปตามวัตถุประสงคของมาตรฐานน้ี ความหมายของคำท่ีใชใหเปนไปตามมาตรฐาน ISO 9000

และคำศพัทดงัตอไปน้ี

ความสำเรจ็อยางยัง่ยนื (sustained success)

ผลของความสามารถขององคกรท่ีบรรลุและรกัษาวัตถปุระสงคขององคกรในระยะยาว

สภาพแวดลอมขององคกร (organization's environment)

ปจจัยโดยรวมท้ังภายใน ภายนอก และเงื่อนไขตาง ๆ  ซึ่งจะสงผลกระทบตอการบรรลุวัตถุประสงคขององคกร

และพฤตกิรรมขององคกรทีม่ตีอผมูสีวนไดเสยี

รายละเอยีดใหเปนไปตามมาตรฐาน ISO 9004 : 2009  ขอ 3

การบรหิารงานเพ่ือความสำเรจ็ท่ียัง่ยนืขององคกร
ใหขอแนะนำทั่วไปเกี่ยวกับการบริหารงานเพื่อความสำเร็จท่ียั่งยืนขององคกร การประสบความสำเร็จท่ียั่งยืน

สภาพแวดลอมขององคกร และความตองการและความคาดหวังของผมูสีวนไดเสยี

รายละเอยีดใหเปนไปตามมาตรฐาน ISO 9004 : 2009  ขอ 4

นโยบายและยุทธศาสตร
ใหขอแนะนำทัว่ไป การกำหนด การถายทอด  และการสือ่นโยบายและยุทธศาสตร

รายละเอยีดใหเปนไปตามมาตรฐาน ISO 9004 : 2009 ขอ 5
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การบริหารทรัพยากร
ใหขอแนะนำทัว่ไป ทรัพยากรดานการเงิน บคุลากรภายในองคกร  ผสูงมอบและหนุสวนธุรกิจ  โครงสรางพืน้ฐาน

สภาพแวดลอมในการทำงาน   ความร ู  สารสนเทศและเทคโนโลย ี  และทรพัยากรธรรมชาติ

รายละเอยีดใหเปนไปตามมาตรฐาน ISO 9004 : 2009 ขอ 6

การบรหิารกระบวนการ
ใหขอแนะนำทัว่ไป การวางแผนและควบคุมกระบวนการ และอำนาจหนาทีแ่ละความรบัผิดชอบตอกระบวนการ

รายละเอยีดใหเปนไปตามมาตรฐาน ISO 9004 : 2009  ขอ 7

การตรวจ  การวดั การวเิคราะห และการทบทวน
ใหขอแนะนำท่ัวไป การตรวจ การวัด การวิเคราะห และการทบทวนสารสนเทศท่ีไดรับจากการตรวจ การวัด

และการวเิคราะห

รายละเอยีดใหเปนไปตามมาตรฐาน ISO 9004 : 2009  ขอ 8

การปรบัปรงุ  การสรางนวตักรรม และการเรยีนรู
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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. 

International Standards are drafted in accordance with the rules given in the ISO/IEC Directives, Part 2. 

The main task of technical committees is to prepare International Standards. Draft International Standards 
adopted by the technical committees are circulated to the member bodies for voting. Publication as an 
International Standard requires approval by at least 75 % of the member bodies casting a vote. 

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. 

ISO 9004 was prepared by Technical Committee ISO/TC 176, Quality management and quality assurance, 
Subcommittee SC 2, Quality systems. 

This third edition cancels and replaces the second edition (ISO 9004:2000), which has been technically 
revised. 

Managing for the sustained success of an organization is a major change in focus for ISO 9004, leading to 
substantial changes to its structure and contents. 
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Introduction 

This International Standard provides guidance to support the achievement of sustained success for any 
organization in a complex, demanding, and ever-changing environment, by a quality management approach. 

The sustained success of an organization is achieved by its ability to meet the needs and expectations of its 
customers and other interested parties, over the long term and in a balanced way. Sustained success can be 
achieved by the effective management of the organization, through awareness of the organization's 
environment, by learning, and by the appropriate application of either improvements, or innovations, or both. 

This International Standard promotes self-assessment as an important tool for the review of the maturity level 
of the organization, covering its leadership, strategy, management system, resources and processes, to 
identify areas of strength and weakness and opportunities for either improvements, or innovations, or both. 

This International Standard provides a wider focus on quality management than ISO 9001; it addresses the 
needs and expectations of all relevant interested parties and provides guidance for the systematic and 
continual improvement of the organization's overall performance. An extended model of a process-based 
quality management system incorporating the elements of ISO 9001 and ISO 9004 is given in Figure 1. 

 
Key 

 Information flow 

 Value-adding activities 

Figure 1 — Extended model of a process-based quality management system 
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This International Standard has been developed to maintain consistency with ISO 9001 and be compatible 
with other management system standards. Such standards complement each other, but can also be used 
independently. 

Annex A provides a tool for organizations to self-assess their own strengths and weaknesses, to determine 
their level of maturity, and to identify opportunities for improvement and innovation. 

Annex B provides a description of the quality management principles that are the basis of the quality 
management standards prepared by ISO/TC 176. 

Annex C gives a clause by clause correspondence between ISO 9001:2008 and this International Standard. 
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Managing for the sustained success of an organization — 
A quality management approach 

1 Scope 

This International Standard provides guidance to organizations to support the achievement of sustained 
success by a quality management approach. It is applicable to any organization, regardless of size, type and 
activity. 

This International Standard is not intended for certification, regulatory or contractual use. 

2 Normative references 

The following referenced documents relate to the application of this document. For dated references, only the 
edition cited applies. For undated references, the latest edition of the referenced document (including any 
amendments) applies. 

ISO 9000, Quality management systems — Fundamentals and vocabulary 

3 Terms and definitions 

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

3.1 
sustained success 
organization  result of the ability of an organization to achieve and maintain its objectives in the long term 

3.2 
organization's environment 
combination of internal and external factors and conditions that can affect the achievement of an 
organization's objectives and its behaviour towards its interested parties 

4 Managing for the sustained success of an organization 

4.1 General 

To achieve sustained success, top management should adopt a quality management approach. The 
organization's quality management system should be based on the principles described in Annex B. These 
principles describe concepts that are the foundation of an effective quality management system. To achieve 
sustained success, top management should apply these principles to the organization's quality management 
system. 

The organization should develop the organization's quality management system to ensure 

⎯ the efficient use of resources, 
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⎯ decision making based on factual evidence, and 

⎯ focus on customer satisfaction, as well as on the needs and expectations of other relevant interested 
parties. 

NOTE In this International Standard, the term “top management” refers to the highest level of decision making 
authority in an organization and the term “the organization” covers all people in an organization. This is consistent with the 
definitions of these terms given in ISO 9000. 

4.2 Sustained success 

The organization can achieve sustained success by consistently meeting the needs and expectations of its 
interested parties, in a balanced way, over the long term. 

An organization's environment is ever-changing and uncertain, and to achieve sustained success its top 
management should 

⎯ have a long-term planning perspective, 

⎯ constantly monitor and regularly analyse the organization's environment, 

⎯ identify all its relevant interested parties, assess their individual potential impacts on the organization's 
performance, as well as determining how to meet their needs and expectations in a balanced way, 

⎯ continually engage interested parties and keep them informed of the organization's activities and plans, 

⎯ establish mutually beneficial relationships with suppliers, partners and other interested parties, 

⎯ make use of a wide variety of approaches, including negotiation and mediation, to balance the often 
competing needs and expectations of interested parties, 

⎯ identify associated short and long-term risks and deploy an overall strategy for the organization to 
mitigate them, 

⎯ anticipate future resource needs (including the competences required of its people), 

⎯ establish processes appropriate to achieving the organization's strategy, ensuring that they are capable 
of responding quickly to changing circumstances, 

⎯ regularly assess compliance with current plans and procedures, and take appropriate corrective and 
preventive actions, 

⎯ ensure that people in the organization have opportunities for learning for their own benefit, as well as for 
maintaining the vitality of the organization, and 

⎯ establish and maintain processes for innovation and continual improvement. 

4.3 The organization's environment 

An organization's environment will be undergoing change continually, regardless of its size (large or small), its 
activities and products, or its type (for profit or not-for-profit); consequently this should be monitored constantly 
by the organization. Such monitoring should enable the organization to identify, assess and manage the risks 
related to interested parties, and their changing needs and expectations. 

Top management should make decisions for organizational change and innovation in a timely manner in order 
to maintain and improve the organization's performance. 

NOTE For more information on risk management, see ISO 31000. 
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4.4 Interested parties, needs and expectations 

Interested parties are individuals and other entities that add value to the organization, or are otherwise 
interested in, or affected by, the activities of the organization. Meeting the needs and expectations of 
interested parties contributes to the achievement of sustained success by the organization. 

In addition, the needs and expectations of individual interested parties are different, can be in conflict with 
those of other interested parties, or can change very quickly. The means by which the needs and expectations 
of interested parties are expressed and met can take a wide variety of forms, including collaboration, 
cooperation, negotiation, outsourcing, or by terminating an activity. 

Table 1 — Examples of interested parties and their needs and expectations 

Interested party Needs and expectations 

Customers Quality, price and delivery performance of products 

Owners/shareholders Sustained profitability  
Transparency 

People in the organization Good work environment  
Job security 
Recognition and reward 

Suppliers and partners Mutual benefits and continuity 

Society Environmental protection 
Ethical behaviour 
Compliance with statutory and regulatory requirements 

 

NOTE Although most organizations use similar descriptions for their interested parties (e.g. customers, 
owners/shareholders, suppliers and partners, people in the organization), the composition of those categories can differ 
significantly over time and between organizations, industries, nations and cultures. 

5 Strategy and policy 

5.1 General 

To achieve sustained success, top management should establish and maintain a mission, a vision and values 
for the organization. These should be clearly understood, accepted and supported by people in the 
organization and, as appropriate, by other interested parties. 

NOTE In this International Standard, a “mission” is a description of why the organization exists, and a “vision” 
describes its desired state, i.e. what the organization wants to be and how it wants to be seen by its interested parties. 

5.2 Strategy and policy formulation 

Top management should set out the organization's strategy and policies clearly, in order to get the mission, 
vision and values accepted and supported by its interested parties. The organization's environment should be 
regularly monitored to determine if there is a need to review and (when appropriate) revise the strategy and 
policies. In order to establish, adopt and sustain an effective strategy and policy, the organization should have 
processes to 

⎯ continually monitor and regularly analyse the organization's environment, including its customers' needs 
and expectations, the competitive situation, new technologies, political changes, economic forecasts, or 
sociological factors, 

⎯ identify and determine the needs and expectations of other interested parties, 
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⎯ assess its current process capabilities and resources, 

⎯ identify future resource and technology needs, 

⎯ update its strategy and policies, and 

⎯ identify the outputs necessary to meet the needs and expectations of the interested parties. 

These processes should be established in a timely manner, with any necessary plans and resources being 
provided to support them. 

The formulation of an organization's strategy should also consider activities such as analyses of customer or 
regulatory demands, its products, its strengths, weaknesses, opportunities, and threats. A defined process 
should exist for the formulation and review of the organization's strategy. 

NOTE A “strategy” means a logically structured plan or method for achieving objectives, especially over a long period 
of time. 

5.3 Strategy and policy deployment 

5.3.1 General 

To implement a strategy and policies for sustained success, the organization should establish and maintain 
processes and practices that 

⎯ translate its strategy and policies into measurable objectives for all relevant levels of the organization, as 
appropriate, 

⎯ establish timelines for each objective and assign responsibility and authority for achieving the objective, 

⎯ evaluate strategic risks and define adequate counter measures, 

⎯ provide the resources required to deploy needed activities, and 

⎯ execute the activities needed to achieve these objectives. 

5.3.2 Processes and practices 

In order to ensure that its processes and practices are effective and efficient, the organization should perform 
activities for 

⎯ anticipating any potential conflicts arising from the different needs and expectations of its interested 
parties, 

⎯ assessing and understanding the organization's current performance and the root-causes of problems in 
the past, in order to avoid their recurrence, 

⎯ keeping interested parties informed, gaining their commitment, keeping them aware of progress against 
plans, and obtaining feedback and ideas for improvement from them, 

⎯ reviewing the management system and its processes, and updating them as necessary, 

⎯ monitoring, measuring, analysing, reviewing and reporting, 

⎯ providing any required resources, including those for improvement, innovation and learning, 
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⎯  the development, updating and accomplishment of its objectives, including defining timeframes for their 
achievement, and 

⎯ ensuring that the results are consistent with the strategy. 

5.3.3 Deployment 

To deploy its strategy and policies, the organization should identify the relationships between its processes. A 
description of the sequence and interaction of the processes can assist review activities by 

⎯ showing the relationship between organizational structures, systems and processes, 

⎯ identifying potential problems in the interactions between processes, 

⎯ providing a means for prioritizing improvement and other change initiatives, and 

⎯ providing a framework for setting, aligning and deploying objectives to all relevant levels of the 
organization. 

5.4 Strategy and policy communication 

The effective communication of the strategy and policies is essential to the sustained success of the 
organization. 

Such communication should be meaningful, timely and continual. Communication should also include a 
feedback mechanism, a review cycle and should incorporate provisions to proactively address changes in the 
organization's environment. 

The organization's communication process should operate both vertically and horizontally and should be 
tailored to the differing needs of its recipients. For example, the same information can be conveyed differently 
to people within the organization than to customers or other interested parties. 

6 Resource management 

6.1 General 

The organization should identify the internal and external resources that are needed for the achievement of 
the organization's objectives in the short and long term. The organization's policies and methods for resource 
management should be consistent with its strategy. 

To ensure that resources (such as equipment, facilities, materials, energy, knowledge, finance and people) 
are used effectively and efficiently, it is necessary to have processes in place to provide, allocate, monitor, 
evaluate, optimize, maintain and protect those resources. 

To ensure the availability of the resources for future activities, the organization should identify and assess the 
risks of potential scarcity, and continually monitor current use of resources to find opportunities for 
improvement of their use. In parallel, research for new resources, optimized processes and new technologies 
should take place. 

The organization should periodically review the availability and suitability of the identified resources, including 
outsourced resources, and take action as necessary. The results of these reviews should also be used as 
inputs into the organization's reviews of its strategy, objectives and plans. 



มอก. 9004-2553

-15-

ISO 9004:2009(E) 

6 © ISO 2009 – All rights reserved

6.2 Financial resources 

Top management should determine the organization's financial needs and establish the necessary financial 
resources for current and future operations. Financial resources can take many different forms such as cash, 
securities, loans or other financial instruments. 

The organization should establish and maintain processes for monitoring, controlling and reporting the 
effective allocation and efficient usage of financial resources related to the organization's objectives. 

Reporting of such matters can also provide means for determining ineffective or inefficient activities, and 
initiating suitable improvement actions. Financial reporting of activities related to the performance of the 
management system and product conformity should be used in management reviews. 

Improving the effectiveness and efficiency of the management system can positively influence the financial 
results of the organization in many ways. Examples include 

⎯ internally, by reducing process and product failures and eliminating the waste of materials or time, and 

⎯ externally, by reducing product failures, costs of compensation under guarantees and warranties, product 
liabilities and other legal exposure, costs of lost customers and markets. 

NOTE ISO 10014 provides examples of how an organization can identify and obtain financial and economic benefits 
from the application of the ISO 9000 quality management principles. 

6.3 People in the organization 

6.3.1 Management of people 

People are a significant resource of an organization and their full involvement enhances their ability to create 
value for interested parties. Top management should, through its leadership, create and maintain a shared 
vision, shared values and an internal environment in which people can become fully involved in achieving the 
organization's objectives. 

As people are a most valuable and critical resource, it is necessary to ensure that their work environment 
encourages personal growth, learning, knowledge transfer and teamwork. People management should be 
performed through a planned, transparent, ethical and socially responsible approach. The organization should 
ensure that the people understand the importance of their contribution and roles. 

The organization should establish processes that empower people to 

⎯ translate the organization's strategic and process objectives into individual job objectives, and to establish 
plans for their achievement, 

⎯ identify constraints to their performance, 

⎯ take ownership and responsibility to solve problems, 

⎯ assess personal performance against individual job objectives, 

⎯ actively seek opportunities to enhance their competence and experience, 

⎯ promote teamwork and encourage synergy between people, and 

⎯ share information, knowledge and experience within the organization. 
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6.3.2 Competence of people 

In order to ensure that it has the necessary competences, the organization should establish and maintain a 
“people development plan” and associated processes; these should assist the organization in identifying, 
developing and improving the competence of its people through the following steps 

⎯ identifying the professional and personal competences the organization could need in the short and long 
term, in accordance with its mission, vision, strategy, policies, and objectives, 

⎯ identifying the competences currently available in the organization and the gaps between what is 
available and what is currently needed and could be needed in the future, 

⎯ implementing actions to improve and/or acquire competences to close the gaps, 

⎯ reviewing and evaluating the effectiveness of actions taken to ensure that the necessary competences 
have been acquired, and 

⎯ maintaining competences that have been acquired. 

NOTE See ISO 10015 for further guidance on competence and training. 

6.3.3 Involvement and motivation of people 

The organization should motivate people to understand the significance and importance of their 
responsibilities and activities in relation to the creation and provision of value for the customers and other 
interested parties. 

To enhance the involvement and motivation of its people, the organization should consider activities such as 

⎯ developing a process to share knowledge and use the competence of people, e.g. a scheme for collecting 
ideas for improvement, 

⎯ introducing an appropriate recognition and reward system, that is based on individual evaluations of the 
accomplishments of the people, 

⎯ establishing a skills qualification system and career planning, to promote personal development, 

⎯ continually reviewing the level of satisfaction and needs and expectations of people, and 

⎯ providing opportunities for mentoring and coaching. 

NOTE For more information about the “involvement of people”, see the related quality management principle in 
Annex B. 

6.4 Suppliers and partners 

6.4.1 General 

Partners can be suppliers of products, service providers, technological and financial institutions, governmental 
and non-governmental organizations or other interested parties. Partners can contribute with any type of 
resource, as agreed and defined in a partnership agreement. 

The organization and its partners are interdependent and a mutually beneficial relationship enhances their 
capabilities to create value. The organization should consider partnership as a specific form of relationship 
with suppliers, where suppliers can invest in and share the profits or losses of the organization's area of 
activity. 
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When an organization is developing partnerships, the organization should give consideration to issues such 
as 

⎯ the provision of information to partners, as appropriate, to maximize their contributions, 

⎯ supporting partners, in terms of providing them with resources (such as information, knowledge, 
expertise, technology, processes, and shared training), 

⎯ the sharing of profits and losses with partners, and 

⎯ improving the performance of partners. 

NOTE For more information about “mutually beneficial relationships”, see the related quality management principle in 
Annex B. 

6.4.2 Selection, evaluation and improvement of the capabilities of suppliers and partners 

The organization should establish and maintain processes to identify, select, and evaluate its suppliers and 
partners, in order to continually improve their capabilities and to ensure that the products or other resources 
they provide meet the needs and expectations of the organization. 

In selecting and evaluating suppliers and partners, the organization should consider issues such as 

⎯ their contribution to the organization's activities and ability to create value for the organization and its 
interested parties, 

⎯ the potential for continually improving their capabilities, 

⎯ the enhancement of its own capabilities that can be achieved through co-operation with the suppliers and 
partners, and 

⎯ the risks associated in the relationships with the suppliers and partners. 

Together with its suppliers and partners, the organization should seek to continually improve the quality, price 
and delivery of products provided by the suppliers and partners, and the effectiveness of their management 
systems, based on periodic evaluation and feedback of their performance. 

The organization should continually review and strengthen its relationships with its suppliers and partners, 
while considering the balance between its short- and long-term objectives. 

6.5 Infrastructure 

The organization should plan, provide and manage its infrastructure effectively and efficiently. It should 
periodically assess the suitability of the infrastructure to meet organizational objectives. Appropriate 
consideration should be given to 

⎯ the dependability of the infrastructure (including consideration of availability, reliability, maintainability, 
and maintenance support), 

⎯ safety and security, 

⎯ infrastructure elements related to products and processes, 

⎯ the efficiency, cost, capacity and work environment, and 

⎯ the impact of the infrastructure on the work environment. 
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The organization should identify and assess the risks associated with the infrastructure and take action to 
mitigate the risks, including the establishment of adequate contingency plans. 

NOTE For more information about environmental impacts, see ISO 14001 and other standards prepared by 
ISO/TC 207. 

6.6 Work environment 

The organization should provide and manage a suitable work environment to achieve and maintain the 
sustained success of the organization and the competitiveness of its products. A suitable work environment, 
as a combination of human and physical factors, should include consideration of 

⎯ creative work methods and opportunities for greater involvement to realize the potential of people in the 
organization, 

⎯ safety rules and guidance and the use of protective equipment, 

⎯ ergonomics, 

⎯ psychological factors, including workload and stress, 

⎯ workplace location, 

⎯ facilities for people in the organization, 

⎯ maximization of efficiency and minimization of waste, 

⎯ heat, humidity, light, airflow, and 

⎯ hygiene, cleanliness, noise, vibration and pollution. 

The work environment should encourage productivity, creativity and well-being for the people who are working 
in or visiting the organization's premises (e.g. customers, suppliers, and partners). At the same time, the 
organization should ensure that its work environment complies with applicable statutory and regulatory 
requirements and addresses applicable standards (such as those for environmental and occupational health 
and safety management). 

6.7 Knowledge, information and technology 

6.7.1 General 

The organization should establish and maintain processes to manage knowledge, information and technology 
as essential resources. The processes should address how to identify, obtain, maintain, protect, use and 
evaluate the need for these resources. The organization should share such knowledge, information and 
technology with its interested parties, as appropriate. 

6.7.2 Knowledge 

Top management should assess how the organization's current knowledge base is identified and protected. 
Top management should also consider how to obtain the knowledge required to meet the present and future 
needs of the organization from internal and external sources, such as academic and professional institutions. 
There are many issues to consider when defining how to identify, maintain and protect knowledge, such as 

⎯ learning from failures, near miss situations and successes, 

⎯ capturing the knowledge and experience of people in the organization, 
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⎯ gathering knowledge from customers, suppliers and partners, 

⎯ capturing undocumented knowledge (tacit and explicit) that exists within the organization, 

⎯ ensuring the effective communication of important information content (particularly at each interface in the 
supply and production chains), and 

⎯ managing data and records. 

6.7.3 Information 

The organization should establish and maintain processes to gather reliable and useful data and for 
converting such data into the information necessary for decision making. 

This includes the processes needed for the storage, security, protection, communication and distribution of 
data and information to all relevant parties. The organization's information and communication systems need 
to be robust and accessible, to ensure their capabilities. The organization should ensure the integrity, 
confidentiality and availability of information relating to its performance, process improvements, and on 
progress towards the achievement of sustained success. 

6.7.4 Technology 

Top management should consider technological options to enhance the organization's performance in areas 
such as product realization, marketing, benchmarking, customer interaction, supplier relations and outsourced 
processes. The organization should establish processes for the assessment of 

⎯ the current levels of technology inside and outside the organization, including emerging trends. 

⎯ economic costs and benefits, 

⎯ the evaluation of risks related to changes in technology, 

⎯ the competitive environment, and 

⎯ its speed and ability to react to customer requirements promptly, to ensure that it remains competitive. 

NOTE For more information on how to protect knowledge, see ISO/IEC 27000 and other standards prepared by 
ISO/JTC 1/SC 27 on information technology security techniques. 

6.8 Natural resources 

The availability of natural resources is one of the factors that can influence an organization's sustained 
success and ability to meet the requirements of its customers and other interested parties. The organization 
should consider the risks and opportunities related to the availability and use of energy and natural resources 
in the short and long term. 

The organization should give appropriate consideration to the integration of environmental protection aspects 
into product design and development, as well as to the development of its processes to mitigate identified 
risks. 

The organization should seek to minimize environmental impacts over the full life cycle of its products and its 
infrastructure, from design, through manufacturing or service delivery, to product distribution, use and 
disposal. 

NOTE For more information, see ISO 14001 and other standards prepared by ISO/TC 207 on environmental 
management. 
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7 Process management 

7.1 General 

Processes are specific to an organization and vary depending on the type, size and level of maturity of the 
organization. The activities within each process should be determined and adapted to the size and distinctive 
features of the organization. 

The organization should ensure the proactive management of all processes, including outsourced processes, 
to ensure that they are effective and efficient, in order to achieve its objectives. This can be facilitated by 
adopting a “process approach” that includes establishing processes, interdependencies, constraints and 
shared resources. 

Processes and their interrelationships should be reviewed on a regular basis and suitable actions should be 
taken for their improvement. 

The processes should be managed as a system by creating and understanding the networks of processes, 
their sequences and interactions. The consistent operation of this system is often referred to as the "systems 
approach to management". The network can be described in a map of the processes and their interfaces. 

NOTE For further information on the “process approach”, see the related quality management principle in Annex B of 
this International Standard, as well as ISO 9000 and the ISO 9000 “Introduction and Support Package” document 
Guidance on the Concept and Use of the Process Approach for management systems[34]. 

7.2 Process planning and control 

The organization should determine and plan its processes and define the functions that are necessary for 
providing products that can continue to meet the needs and expectations of customers and other interested 
parties, on an ongoing basis. Processes should be planned and controlled to be in accordance with the 
organization's strategy and should address management activities, provision of resources, product realization, 
monitoring, measurement and reviewing activities. 

In the planning and control of processes, consideration should be given to 

⎯ analyses of the organization's environment, 

⎯ short- and long-term forecasts of market developments, 

⎯ the needs and expectations of the interested parties, 

⎯ objectives to be achieved, 

⎯ statutory and regulatory requirements, 

⎯ potential financial and other risks, 

⎯ process inputs and outputs, 

⎯ interactions with other processes, 

⎯ resources and information, 

⎯ activities and methods, 

⎯ records that are required or desired, 

⎯ measurement, monitoring and analysis, 
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⎯ corrective and preventive actions, and 

⎯ improvement and/or innovation activities. 

Process planning should include consideration of the determined needs for the organization to develop or 
acquire new technologies, or develop new products or product features, for added value. 

7.3 Process responsibility and authority 

For each process, the organization should appoint a process manager (often referred to as the “process 
owner") with defined responsibilities and authorities to establish, maintain, control and improve the process 
and its interaction with other processes. The process manager could be a person or a team, depending on the 
nature of the process and the organization's culture. 

The organization should ensure that the responsibilities, authorities and roles of process managers are 
recognized throughout the organization, and that the people associated with the individual processes have the 
competences needed for the tasks and activities involved. 

8 Monitoring, measurement, analysis and review 

8.1 General 

To achieve sustained success in an ever-changing and uncertain environment, it is necessary for the 
organization to regularly monitor, measure, analyse and review its performance. 

8.2 Monitoring 

Top management should establish and maintain processes for monitoring the organization's environment, and 
for collecting and managing the information that is necessary for 

⎯ identifying and understanding the present and future needs and expectations of all relevant interested 
parties, 

⎯ assessing strengths, weaknesses, opportunities and threats, 

⎯ determining the need for alternative, competitive or new product offerings, 

⎯ evaluating current and emerging markets and technologies, 

⎯ anticipating current and expected changes in statutory and regulatory requirements, 

⎯ understanding the labour market and its effect on the loyalty of people in the organization, 

⎯ understanding the social, economic, ecological trends and local cultural aspects relevant to the 
organization's activities, 

⎯ determining the need for natural resources, and their protection over the long term, and 

⎯ assessing current organizational and process capabilities (see Annex A). 

NOTE For more information about “customer focus”, see the related quality management principle in Annex B. 
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8.3 Measurement 

8.3.1 General 

Top management should assess progress in achieving planned results against the mission, vision, policies 
strategies and objectives, at all levels and in all relevant processes and functions in the organization. A 
measurement and analysis process should be used to monitor this progress, to gather and provide the 
information necessary for performance evaluations and effective decision making. The selection of 
appropriate key performance indicators and monitoring methodology is critical for success of the 
measurement and analysis process. 

The methods used for collecting information regarding key performance indicators should be practicable and 
appropriate to the organization. Typical examples include 

⎯ risk assessments and risk controls, 

⎯ interviews, questionnaires and surveys on customer and other interested parties' satisfaction, 

⎯ benchmarking, 

⎯ performance reviews, including suppliers and partners, and 

⎯ monitoring and recording of process variables and product characteristics. 

8.3.2 Key performance indicators 

Factors that are within the control of the organization and critical to its sustained success should be subject to 
performance measurement and identified as key performance indicators (KPIs). The KPIs should be 
quantifiable and should enable the organization to set measurable objectives, identify, monitor and predict 
trends and take corrective, preventive and improvement actions when necessary. Top management should 
select KPIs as a basis for making strategic and tactical decisions. The KPIs should in turn be suitably 
cascaded as performance indicators at relevant functions and levels within the organization to support the 
achievement of top level objectives. 

KPIs should be appropriate to the nature and size of the organization and to its products, processes and 
activities. They need to be consistent with the objectives of the organization, which should, in turn, be 
consistent with its strategy and policies (see 5.2). Specific information relating to risks and opportunities 
should be considered when selecting the KPIs. 

In selecting the KPIs, the organization should ensure that they provide information that is measurable, 
accurate and reliable, and usable to implement corrective actions when performance is not in conformity with 
objectives or to improve process efficiency and effectiveness. Such information should take into account 

⎯ the needs and expectations of customers and other interested parties, 

⎯ the importance of individual products to the organization, both at the present time and in the future, 

⎯ the effectiveness and efficiency of processes, 

⎯ the effective and efficient use of resources, 

⎯ profitability and financial performance, and 

⎯ statutory and regulatory requirements, where applicable. 
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8.3.3 Internal audit 

Internal audits are an effective tool for determining the levels of compliance of the organization's management 
system against given criteria, and provide valuable information for understanding, analysing and continually 
improving the organization's performance. Audits should be conducted by people who are not involved in the 
activity being examined, in order to give an independent view on what is being performed. 

Internal audits should assess the implementation and effectiveness of the management system. They can 
include auditing against more than one management system standard, such as ISO 9001 (quality 
management) and ISO 14001 (environmental management), as well as addressing specific requirements 
relating to customers, products, processes or specific issues. 

To be effective, internal audits should be conducted in a consistent manner, by competent personnel, in 
accordance with an audit plan. 

Internal auditing is an effective tool for identifying problems, risks and nonconformities, as well as for 
monitoring progress in closing previously identified nonconformities (which should have been addressed 
through root cause analysis and the development and implementation of corrective and preventive action 
plans). Verification that the actions taken have been effective can be determined through an assessment of 
the improved ability of the organization to fulfil its objectives. Internal auditing can also be focused on the 
identification of good practices (that can be considered for use in other areas of the organization) as well as 
on improvement opportunities. 

The outputs of internal audits provide a useful source of information for 

⎯ addressing problems and nonconformities, 

⎯ benchmarking, 

⎯ promoting good practices within the organization, and 

⎯ increasing understanding of the interactions between processes. 

The results of internal audits are usually presented in the form of reports containing information on compliance 
against the given criteria, nonconformities, and improvement opportunities. Audit reports are also an essential 
input for management reviews. Top management should establish a process for the review of all internal audit 
reports, to identify trends that can require organization-wide corrective or preventive actions. 

The organization should also take the results of other audits, such as second and third party audits, as 
feedback for corrective and preventive actions. 

NOTE See ISO 19011 for further guidance on auditing. 

8.3.4 Self-assessment 

Self-assessment is a comprehensive and systematic review of the organization's activities and its 
performance in relation to its degree of maturity (see Annex A). 

Self-assessment should be used to determine the strengths and weaknesses of the organization in terms of 
its performance as well as its best practices, both at an overall level and at the level of its individual 
processes. Self-assessment can assist the organization to prioritize, plan and implement improvements and/or 
innovations, where necessary. 

The results of self-assessments support 

⎯ continual improvement of the organization's overall performance, 

⎯ progress towards achieving and maintaining sustained success for the organization, 
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⎯ innovation in the organization's processes, products and structure, when appropriate, 

⎯ recognition of best practices, and 

⎯ the identification of further opportunities for improvement. 

The results of self-assessments should be communicated to relevant people in the organization. They should 
be used to share understanding about the organization and its future direction. The results should be an input 
to management review. 

NOTE 1 ISO 10014 provides a self-assessment tool directed specifically towards the financial and economic benefits of 
a quality management system for an organization. 

NOTE 2 See Annex A for more information about self-assessment. 

8.3.5 Benchmarking 

Benchmarking is a measurement and analysis methodology that an organization can use to search for the 
best practices inside and outside the organization, with the aim of improving its own performance. 
Benchmarking can be applied to strategies and policies, operations, processes, products and organizational 
structures. 

a) There are several types of benchmarking, such as 

⎯ internal benchmarking of activities within the organization, 

⎯ competitive benchmarking of performance or processes with competitors, and 

⎯ generic benchmarking; comparing strategies, operations or processes with unrelated organizations. 

b) Successful benchmarking depends on factors such as 

⎯ support by top management (as it involves mutual knowledge interchange between the organization 
and its benchmarking partners), 

⎯ the methodology used to apply benchmarking, 

⎯ estimation of benefits versus costs, and 

⎯ understanding of the characteristics of the subject being investigated, to allow a correct comparison 
to the current situation in the organization. 

c) The organization should establish and maintain a methodology for benchmarking that defines rules for 
items such as 

⎯ the definition of the scope of the subject for benchmarking, 

⎯ the process for choosing benchmarking partner(s), as well as any necessary communications and 
confidentiality policies, 

⎯ the determination of indicators for the characteristics to be compared, and the data collection 
methodology to be used, 

⎯ the collection and analysis of data, 

⎯ the identification of performance gaps and the indication of potential improvement areas, 

⎯ the establishment and monitoring of corresponding improvement plans, and 
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⎯ the inclusion of gathered experience into the organization's knowledge base and learning process 
(see 6.7). 

8.4 Analysis 

Top management should analyse information gathered from monitoring the organization's environment, 
identify risks and opportunities, and establish plans to manage them. The organization should monitor and 
maintain relevant information, and analyse potential impacts on its strategy and policies. 

The analysis of the information gathered should enable factual decisions to be made on strategy and policy 
issues such as 

⎯ potential changes in the needs and expectations of interested parties in the long term, 

⎯ those existing products and activities that currently provide the most value for its interested parties, 

⎯ new products and processes needed to meet the changing needs and expectations of its interested 
parties, 

⎯ the evolving demands for the organizations' products in the long term, 

⎯ the influence of emerging technologies on the organization, 

⎯ new competences that could be needed, and 

⎯ changes that can be expected in statutory and regulatory requirements, or labour markets and other 
resources, which would affect the organization. 

8.5 Review of information from monitoring, measurement and analysis 

Top management should use a systematic approach to reviewing available information and for ensuring that 
the information is used for decision making (see 4.2). 

Data can be collected from many sources, such as 

⎯ monitoring of the organization's environment, 

⎯ measurements of the organization's performance, including key performance indicators, 

⎯ assessments of the integrity and validity of the measurement processes, 

⎯ results of internal audit, self-assessment and benchmarking activities, 

⎯ risk assessment, and 

⎯ feedback from customers and other interested parties. 

The reviews should be used to evaluate the results achieved against applicable objectives. 

Reviews should be performed at planned and periodic intervals, to enable trends to be determined, as well as 
to evaluate the organization's progress towards achieving its objectives. They should also be used to identify 
opportunities for improvement, innovation and learning. Reviews should address the assessment and 
evaluation of improvement activities performed previously, including aspects of adaptability, flexibility and 
responsiveness in relation to the organization's vision and objectives. 

Effective reviews of data can assist in the achievement of planned results. 
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The outputs of reviews can be used for benchmarking internally between activities and processes and to show 
trends over time; they can be used externally against the results achieved by other organizations, in the same 
or other sectors. 

The outputs of reviews can indicate the adequacy of resources provided, and how effectively resources have 
been used in achieving the organization's objectives. 

The outputs of the reviews should be presented in a format that can facilitate the implementation of process 
improvement activities. 

9 Improvement, innovation and learning 

9.1 General 

Depending on the organization's environment, improvement (of its current products, processes, etc.) and 
innovation (to develop new products, processes, etc.) could be necessary for sustained success. 

Learning provides the basis for effective and efficient improvement and innovation. 

Improvement, innovation and learning can be applied to 

⎯ products, 

⎯ processes and their interfaces, 

⎯ organizational structures, 

⎯ management systems, 

⎯ human aspects and culture, 

⎯ infrastructure, work environment and technology, and 

⎯ relations with relevant interested parties. 

Fundamental to effective and efficient improvement, innovation and learning is the ability and enablement of 
the people in the organization to make informed judgments on the basis of data analyses and the 
incorporation of lessons learned. 

9.2 Improvement 

Improvement activities can range from small-step continual improvements at a work place to significant 
improvements of the entire organization. 

The organization should define objectives for the improvement of its products, processes, organizational 
structures and its management system through the analysis of data. 

The improvement processes should follow a structured approach, such as the “Plan-Do-Check-Act” (PDCA) 
methodology. The methodology should be applied, consistently with the process approach, for all processes. 

The organization should ensure that continual improvement becomes established as a part of the 
organizational culture by 

⎯ providing the opportunities for people in the organization to participate in improvement activities, through 
their empowerment, 

⎯ providing the necessary resources, 
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⎯ establishing recognition and reward systems for improvement, and 

⎯ continual improvement of the effectiveness and efficiency of the improvement process itself. 

NOTE For more information about “continual improvement”, see the related quality management principle in 
Annex B. 

9.3 Innovation 

9.3.1 General 

Changes in the organization's environment could require innovation in order to meet the needs and 
expectations of interested parties. The organization should 

⎯ identify the need for innovation, 

⎯ establish and maintain an effective and efficient innovation process, and 

⎯ provide the related resources. 

9.3.2 Application 

Innovation can be applied to issues at all levels, through changes in 

⎯ technology or product (i.e. innovations that not only respond to the changing needs and expectations of 
customers or other interested parties, but also to anticipate potential changes in the organization's 
environment and product lifecycles), 

⎯ processes (i.e. innovation in the methods for product realization, or innovation to improve process stability 
and reduce variance), 

⎯ the organization (i.e. innovation in its constitution and organizational structures), and 

⎯ the organization's management system (i.e. to ensure that competitive advantage is maintained and new 
opportunities are utilized, when there are emerging changes in the organization's environment). 

9.3.3 Timing 

The timing for the introduction of an innovation is usually a balance between the urgency with which it is 
needed versus the resources that are made available for its development. The organization should use a 
process that is in alignment with its strategy to plan and prioritize innovations. The organization should support 
the innovation initiatives with the resources needed. 

9.3.4 Process 

The establishment, maintenance and management of processes for innovation within the organization can be 
influenced by 

⎯ the urgency of the need for innovation, 

⎯ innovation objectives and their impact on products, processes and the organizational structures, 

⎯ the organization's commitment to innovation, 

⎯ people's willingness to challenge and change the status quo, and 

⎯ the availability or emergence of new technologies. 
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9.3.5 Risks 

The organization should assess the risks related to planned innovation activities, including giving 
consideration to the potential impact on the organization of changes, and prepare preventive actions to 
mitigate those risks, including contingency plans, where necessary. 

9.4 Learning 

The organization should encourage improvement and innovation through learning. 

For the organization to attain sustained success, it is necessary to adopt “learning as an organization” and 
“learning that integrates the capabilities of individuals with those of the organization”. 

a) “Learning as an organization” involves consideration of 

⎯ collecting information from various internal and external events and sources, including success 
stories and failures, and 

⎯ gaining insights through in-depth analyses of the information that has been collected. 

b) “Learning that integrates the capabilities of individuals with those of the organization” is achieved by 
combining the knowledge, thinking patterns, and behaviour patterns of people with the values of the 
organization. This involves consideration of 

⎯ the organization's values, based on its mission, vision and strategies, 

⎯ supporting initiatives in learning, and demonstrating leadership through the behaviour of top 
management, 

⎯ stimulation of networking, connectivity, interactivity and sharing of knowledge both inside and outside 
the organization, 

⎯ maintaining systems for learning and sharing of knowledge, 

⎯ recognizing, supporting and rewarding the improvement of people's competence, through processes 
for learning and sharing of knowledge, and 

⎯ appreciation of creativity, supporting diversity of the opinions of the different people in the 
organization. 

Rapid access to, and use of, such knowledge can enhance the organization's ability to manage and maintain 
its sustained success. 
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Annex A 
(informative) 

 
Self-assessment tool 

A.1 General 

Self-assessment is a comprehensive and systematic review of an organization's activities and results, 
referenced against a chosen standard. 

Self-assessment can provide an overall view of the performance of an organization and degree of maturity of 
the management system. It can also help to identify areas for improvement and/or innovation and to 
determine priorities for subsequent actions. 

An organization should use self-assessment to identify improvement and innovation opportunities, set 
priorities and establish action plans with the objective of sustained success. The output of self-assessment will 
show strengths and weaknesses, the maturity level of the organization and, if repeated, the organization's 
progress over time. The results of an organization's self-assessment can be a valuable input into 
management reviews. Self-assessment also has the potential to be a learning tool, which can provide an 
improved vision of the organization and promote the involvement of interested parties. 

The self-assessment tool given in this annex is based on the guidance detailed in this International Standard 
and includes separate self-assessment tables for key elements and details. The self-assessment tables can 
be used as given, or can be customized to suit the organization. 

NOTE In contrast to self-assessments, audits are used to determine the extent to which the quality management 
system requirements are fulfilled. Audit findings are used to assess the effectiveness of the quality management system 
and to identify opportunities for improvement. 

A.2 Maturity model 

A mature organization performs effectively and efficiently and achieves sustained success by 

⎯ understanding and satisfying the needs and expectations of interested parties, 

⎯ monitoring changes in the organization's environment, 

⎯ identifying possible areas for improvement and innovation, 

⎯ defining and deploying strategies and policies, 

⎯ setting and deploying relevant objectives, 

⎯ managing its processes and resources, 

⎯ demonstrating confidence in its people, leading to increased motivation, commitment and involvement, 
and 

⎯ establishing mutually beneficial supplier and other partner relationships. 

This self-assessment tool uses five maturity levels, which can be extended to include additional levels or 
otherwise customized as needed. Figure A.1 gives a generic example of how performance criteria can be 
related to the levels of maturity in a tabular format. The organization should review its performance against 
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specified criteria, identify current maturity levels, and determine its strengths and weaknesses. The criteria 
given for the higher levels can assist the organization to understand the issues it needs to consider and to 
help it to determine the improvements needed to reach higher levels of maturity. Tables A.1 to A.7 give 
examples of completed tables, based on this International Standard. 

Maturity level towards sustained success Key 
element Level 1 Level 2 Level 3 Level 4 Level 5 

Element 1 Criteria 1 
Base level    Criteria 1 

Best practice 

Element 2 Criteria 2 
Base level    Criteria 2 

Best practice 

Element 3 Criteria 3 
Base level    Criteria 3 

Best practice 

Figure A.1 — Generic model for self-assessment elements and criteria related to maturity levels 

A.3 Self-assessment of key elements 

This self-assessment should be performed periodically by top management to obtain an overview of the 
organization's behaviour and its current performance (see Table A.1). 

A.4 Self-assessment of detailed elements 

This self-assessment is intended to be performed by operational management and process owners to obtain 
an in-depth overview of the organization's behaviour and current performance. 

The elements of this self-assessment are contained in Tables A.2 to A.7 and relate to the clauses of this 
International Standard; however, the organization can define additional or different criteria to fulfil its own 
specific needs. If appropriate, the self-assessment can be limited to any of the tables in isolation. 

A.5 Using the self-assessment tools 

A step-by-step methodology for an organization to conduct a self-assessment is to: 

a) define the scope of the self-assessment in terms of the parts of the organization to be assessed and the 
type of the assessment, such as 

⎯ a self-assessment of key elements, 

⎯ a self-assessment of detailed elements, based on this International Standard, or 

⎯ a self-assessment of detailed elements based on this International Standard, with additional or new 
criteria or levels. 

b) identify who will be responsible for the self-assessment and when it will be carried out, 

c) determine how the self-assessment will be carried out, either by a team (cross-functional or other 
appropriate team) or by individuals. The appointment of a facilitator can assist the process. 
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d) identify the maturity level for each of the organization's individual processes. This should be done by 
comparing the present situation in the organization to the examples that are listed in the tables, and by 
marking the elements that the organization is already applying; start at level 1 and progress to the higher 
maturity levels. The current maturity level will be the highest maturity level achieved with no preceding 
gaps up to that point. 

e) consolidate the results into a report. This provides a record of progress over time and can facilitate the 
communication of information, both internally and externally. The use of graphics in such a report can aid 
the communication of the results (see the example in Figure A.2). 

f) assess the current performance of the organization's processes and identify areas for improvement 
and/or innovation. These opportunities should be identified through the process and an action plan 
developed as a result of the assessment. 

An organization can be at different maturity levels for the different elements. A review of the gaps can help top 
management in planning and prioritizing the improvement and/or innovation activities needed to move 
individual elements to a higher level. 

Key 
 Achieved 

 Goal 

Figure A.2 — Example illustration of the results of a self-assessment 

A.6 Self-assessment results and improvement and innovation planning 

The completion of a self-assessment should result in an action plan for improvement and/or innovation that 
should be used as an input to top management for planning and review, based on the elements of this 
International Standard. 

4. Managing for the 
sustained success of an

organization

5. Strategy and policy

6. Resource
management

7. Process
management

8. Monitoring,
measurement, analysis

and review

9. Improvement,
innovation and learning
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The information gained from the self-assessment could also be used to 

⎯ stimulate comparisons and share learning throughout the organization (the comparisons can be between 
the organization's processes and, where applicable, between its different units), 

⎯ benchmark with other organizations, 

⎯ monitor progress of the organization over time, by conducting periodic self-assessments, and 

⎯ identify and prioritize areas for improvement. 

During this step, the organization should assign responsibilities for the chosen actions, estimate and provide 
the resources needed, and identify the expected benefits and any perceived risks associated with them. 
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Table A.1 — Self-assessment of key elements — Correlation between key elements and maturity levels 

Maturity level 
Key element 

Level 1 Level 2 Level 3 Level 4 Level 5 

What is the management 
focus? 

 

(Managing) 

The focus is on products, 
shareholders and some 
customers, with ad hoc 
reactions to changes, 
problems and 
opportunities. 

The focus is on customers 
and 
statutory/regulatory 
requirements, with some 
structured reaction to 
problems and 
opportunities. 

The focus is on people and 
some additional interested 
parties. 

Processes are defined and 
implemented for reacting to 
problems and 
opportunities. 

The focus is on balancing 
the needs of identified 
interested parties. 

Continual improvement is 
emphasized as a part of 
the organization's focus. 

The focus is on balancing 
the needs of emerging 
interested parties. 

Best in class performance 
is set as a primary 
objective. 

What is the leadership 
approach? 

 

(Managing) 

The approach is reactive, 
and is based on top-down 
instructions. 

The approach is reactive, 
and is based on decisions 
by managers at different 
levels. 

The approach is proactive, 
and the authority to take 
decisions is delegated. 

The approach is proactive, 
with high involvement of 
the organization's people in 
its decision making. 

The approach is proactive 
and learning-oriented, with 
the empowerment of 
people at all levels. 

How is it decided what is 
important? 

 

(Strategy & policy) 

Decisions are based on 
informal inputs from the 
market and other sources. 

Decisions are based on 
customer needs and 
expectations. 

Decisions are based on the 
strategy and linked to 
needs and expectations of 
interested parties. 

Decisions are based on the 
deployment of the strategy 
into operational needs and 
processes. 

Decisions are based on the 
need for flexibility, agility 
and sustained 
performance. 

What is needed to get 
results? 

 

(Resources) 

Resources are managed in 
an ad hoc manner. 

Resources are managed 
effectively. 

Resources are managed 
efficiently. 

Resources are managed 
efficiently and in a way that 
takes into account their 
individual scarcity. 

The management and use 
of resources is planned, 
efficiently deployed, and 
satisfies the interested 
parties. 

How are the activities 
organized? 

 

(Processes) 

There is a non-systematic 
approach to the 
organization of activities, 
with only some basic 
working procedures or 
instructions in place. 

Activities are organized by 
function, with a basic 
quality management 
system in place. 

Activities are organized in a 
process-based quality 
management system that is 
effective and efficient, and 
which enables flexibility. 

There is a quality 
management system that is 
effective and efficient, with 
good interactions between 
its processes, and which 
supports agility and 
improvement. The 
processes address the 
needs of identified 
interested parties.  

There is a quality 
management system that 
supports innovation and 
benchmarking, and which 
addresses the needs and 
expectations of emerging, 
as well as identified, 
interested parties. 
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Table A.1 (continued) 

Maturity level 
Key element 

Level 1 Level 2 Level 3 Level 4 Level 5 

How are results 
achieved? 

 

(Monitoring & 
measurement) 

Results are achieved in a 
random manner. 

Corrective actions are 
ad hoc. 

Some predicted results are 
achieved. 

Corrective and preventive 
actions are performed in a 
systematic way.  

Predicted results are 
achieved, especially for 
identified interested parties.

There is consistent use of 
monitoring, measurement 
and improvement. 

There are consistent, 
positive, predicted results, 
with sustainable trends. 

Improvements and 
innovations are performed 
in a systematic way. 

The achieved results are 
above the sector average 
for the organization, and 
are maintained in the long 
term. 

There is implementation of 
improvement and 
innovation throughout the 
organization. 

How are results 
monitored? 

(Monitoring & 
measurement) 

Financial, commercial and 
productivity indicators are 
in place. 

Customer satisfaction, key 
realization processes and 
the performance of 
suppliers are monitored. 

The satisfaction of the 
organization's people and 
its interested parties is 
monitored. 

Key performance indicators 
are aligned with the 
organization's strategy and 
are used for monitoring. 

Key performance indicators 
are integrated into the real-
time monitoring of all 
processes, and 
performance is efficiently 
communicated to relevant 
interested parties. 

How are improvement 
priorities decided? 

(Improvement, 
innovation & learning) 

Improvement priorities are 
based on errors, 
complaints or financial 
criteria. 

Improvement priorities are 
based on customer 
satisfaction data, or 
corrective and preventive 
actions. 

Improvement priorities are 
based on the needs and 
expectations of some 
interested parties, as well 
as those of suppliers and 
the organization's people. 

Improvement priorities are 
based on trends and inputs 
from other interested 
parties, as well as analysis 
of social, environmental 
and economic changes. 

Improvement priorities are 
based on inputs from 
emerging interested 
parties. 

How does learning 
occur? 

(Improvement, 
innovation & learning) 

Learning occurs randomly, 
at an individual level. 

There is systematic 
learning from the 
organization's successes 
and failures. 

A systematic and shared 
learning process is 
implemented in the 
organization. 

There is a culture of 
learning and sharing in the 
organization that is 
harnessed for continual 
improvement. 

The organization's 
processes for learning are 
shared with relevant 
interested parties, and 
support creativity and 
innovation. 

NOTE The current maturity level of the organization's individual elements is the highest level achieved up to that point with no preceding gaps in the criteria. 
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Table A.2 — Self-assessment of the detailed elements of Clause 4 — Managing for the sustained success of an organization 

Maturity level 
Subclause 

Level 1 Level 2 Level 3 Level 4 Level 5 

4.1 
(Managing for the 
sustained success of an 
organization) General 

The quality management 
system is functionally 
oriented, based on 
procedures. 

There is a process-based 
quality management 
system. 

There is an organization-
wide quality management 
system based on the eight 
quality management 
principles. 

The organization's 
management system has 
been extended to integrate 
other disciplines, e.g. 
environmental 
management, health and 
safety management, etc. 

The management system 
achieves full deployment of 
the organization's policy. 

4.2 
Sustained success 

The organization's actual 
performance is compared 
with the budget in a regular 
yearly review. 

There are periodic reviews 
of performance against the 
business plan. 

The results show 
consistent improvement of 
performance over the past 
few years. 

There has been sustained 
improvement in 
performance in the past, 
with evidence of planning 
for the short-term future 
(e.g. the next two years). 

There has been sustained 
improvement in 
performance in the past, 
with evidence of planning 
for the long-term future 
(e.g. the next five years). 

4.3 
The organization's 
environment 

The organization reacts to 
changes that impact on it. 

Plans exist to mitigate any 
recurrence of past 
problems. 

Risk assessments are 
made periodically to 
consider potential impacts 
on the organization. 

Contingency plans exist to 
mitigate all identified risks 
to the organization. 

Risk assessment and 
planning are continual 
processes within the 
organization, in order to 
mitigate all risks. 

4.4 
Interested parties, needs 
and expectations 

The organization's 
overriding purpose is to 
make an annual profit. 

The organization is driven 
by customer needs and 
expectations. 

The needs and 
expectations of interested 
parties are satisfied where 
feasible. 

The needs and 
expectations of interested 
parties are the main inputs 
for decisions by top 
management. 

The needs and 
expectations of all relevant 
interested parties have 
been satisfied over the past 
few (e.g. three) years. 

NOTE The current maturity level of the organization's individual elements is the highest level achieved up to that point with no preceding gaps in the criteria. 
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Table A.3 — Self-assessment of the detailed elements of Clause 5 — Strategy and policy 

Maturity level 
Subclause 

Level 1 Level 2 Level 3 Level 4 Level 5 

5.1 
(Strategy and policy) 
General 

5.2 
Strategy and policy 
formulation  

The planning process is 
organized in an ad hoc 
manner. 

Strategy, policies and 
objectives are only partly 
defined. 

Inputs into policy and 
strategy formulation are 
ad hoc, and only product 
and financially related 
aspects are formulated. 

A structured process for 
the formulation of strategy 
and policies is in place. 

The process of strategy 
and policy formulation 
includes an analysis of the 
needs and expectations of 
customers, along with an 
analysis of statutory and 
regulatory requirements. 

The process of strategy 
and policy formulation has 
evolved to include an 
analysis of the needs and 
expectations of a broader 
range of interested parties. 

Plans are developed after 
assessing the needs and 
expectations of relevant 
interested parties. 

The planning process 
includes consideration of 
changing external trends 
and the needs of interested 
parties; it makes necessary 
re-alignments when 
needed. 

Beneficial outcomes can be 
linked to past strategic 
approaches. 

Strategy, policies and 
objectives are formulated in 
a structured manner. 
Strategy and policies cover 
aspects relating to relevant 
interested parties. 

The outcomes of the 
organization's processes 
for strategy and policy 
formulation are consistent 
with the needs of its 
interested parties. 

Threats, opportunities and 
availability of resources are 
evaluated and considered 
before plans are confirmed.

Structured and periodic 
reviews of planning 
processes are in place. 

It can be demonstrated that 
strategies have resulted in 
the achievement of the 
organization's objectives 
and optimization of the 
needs of interested parties. 

Interested parties are 
engaged in and 
contributing to the 
organization's success; 
there is confidence that the 
level of their contributions 
will be maintained. 

There is confidence that 
successes will be 
sustained. 

Effective monitoring and 
reporting mechanisms are 
in place, including 
feedback from interested 
parties for the planning 
process. 

5.3 
Strategy and policy 
deployment  

Short-term objectives are 
used and deployed in daily 
operations. 

Strategic plans are defined 
for product realization. 

Strategy and policies are 
translated into objectives 
for different levels in the 
organization. 

Plans are developed in 
accordance with the 
balance of the needs and 
expectations of customers. 

Strategy and policies are 
evolving; customer needs 
are deployed into clearly 
defined processes and 
objectives. They are the 
basis for performance 
reviews and audits. 

Measurement of progress 
towards achievement of the 
organization's strategic 
objectives is undertaken. 
Positive and negative 
variances against plans are 
analysed and acted upon. 

Measurable objectives are 
defined, for each process 
and level of the 
organization, and are 
consistent with the 
strategy. 

The management system 
is reviewed and updated, 
following changes in the 
strategy. 

Measurement of progress 
towards the achievement of 
objectives demonstrates 
that many positive trends 
exist. 

Strategy, planning and 
policy deployment are 
regularly reviewed and 
updated using data from 
the monitoring and analysis 
of the organization's 
environment. 

Analysis of past 
performance can 
demonstrate that the 
organization has 
succeeded in overcoming 
emerging or unforeseen 
challenges. 
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Table A.3 (continued) 

Maturity level 
Subclause 

Level 1 Level 2 Level 3 Level 4 Level 5 

5.4 
Strategy and policy 
communication 

Communication takes 
place in a reactive way. 

A process for external and 
internal communication is 
defined and implemented. 

Effective systems are in 
place to communicate 
changes in strategy and 
plans to relevant people 
within the organization. 

Changes in policy are 
communicated to relevant 
interested parties, and to 
all levels of the 
organization. 

The effectiveness of the 
communication processes 
is reviewed periodically. 

There is evidence that 
communication processes 
meet the needs of 
interested parties. 

NOTE The current maturity level of the organization's individual elements is the highest level achieved up to that point with no preceding gaps in the criteria. 
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Table A.4 — Self-assessment of the detailed elements of Clause 6 — Resource management 

Maturity level 
Subclause 

Level 1 Level 2 Level 3 Level 4 Level 5 

6.1 
(Resource management) 
General 

Resources are defined and 
assigned in an ad hoc way.

A process for the planning 
of resources, including their 
identification, provision and 
monitoring, is implemented.

A periodic review is carried 
out of the availability and 
suitability of resources. 

Resource planning 
includes short- and long-
term objectives. 

The risks of the potential 
scarcity of resources are 
evaluated. 

The organization's 
approaches to managing 
resources are proven to be 
effective and efficient. 

Opportunities to improve 
resource planning are 
sought through 
benchmarking. 

6.2 
Financial resources 

Resources are defined and 
assigned in an ad hoc way.

Short-term financial 
planning is used. 

A process for predicting, 
monitoring and controlling 
financial resources is 
implemented. 

Financial governance is 
structured systematically. 

There are periodic reviews 
of the effectiveness of the 
use of financial resources. 

Financial risks are 
identified. 

Financial risks are 
mitigated. 

Future financial needs are 
forecast and planned. 

Financial allocation of 
resources contributes to 
the achievement of the 
organization's objectives. 

There is an ongoing 
process to continually 
reassess the allocation. 

6.3 
People in the 
organization 

People are considered to 
be a resource, but only a 
few objectives are related 
to the strategy of the 
organization. 

Training is provided on an 
ad hoc basis, mostly at the 
request of individual 
employees. Competence 
reviews are performed in a 
few cases. 

People are recognized as a 
resource with given 
objectives, which are 
related to the strategy of 
the organization. 

There is a programme for 
competency review. 
Competences are 
developed as part of an 
overall plan, which is linked 
to the organization's 
strategy. 

Ideas for improvement are 
collected. 

People have clear process 
responsibilities and targets 
and know how they link 
within the organization. 

A skills qualification system 
is established with 
mentoring and coaching. 

Internal networking is wide-
spread and provides 
collective knowledge for 
the organization. 

Training is provided to 
develop skills for creativity 
and improvement. 

People know their personal 
competences and where 
they can best contribute to 
organizational 
improvement. 

Career planning is well 
developed. 

External networking 
involves people throughout 
the organization. People 
across the organization 
participate in the 
development of new 
processes. 

Best practices are 
recognized. 
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Table A.4 (continued) 

Maturity level 
Subclause 

Level 1 Level 2 Level 3 Level 4 Level 5 

6.4 
Partners and suppliers 

Supplier communications 
are limited to tendering, 
order placement or 
problem resolution. 

Processes are in place to 
communicate with, select, 
evaluate, re-evaluate and 
rank suppliers. 

Suppliers and partners are 
identified in accordance 
with strategic needs or 
risks. 

Processes for developing 
and managing the 
relationships with suppliers 
and partners exist. 

Open communication of 
needs and strategies 
occurs with partners. 

Data demonstrates that 
partners are engaged in 
and are contributing to the 
organization's successes. 

6.5 
Infrastructure 

Basic infrastructures are in 
place. 

The organization's 
infrastructure is planned 
and managed. 

Statutory and regulatory 
requirements are 
considered. 

The infrastructure and 
related processes are 
periodically reviewed with 
the future in mind. 

Risks for the infrastructure 
are identified and 
preventive actions are in 
place. 

The performance and cost 
base of the organization's 
infrastructure compares 
favourably with similar 
organizations. 

Contingency planning is 
used to mitigate potential 
threats and to explore 
opportunities. 

6.6 
Work environment 

Basic provisions for the 
work environment are in 
place. 

A process is in place to 
ensure that the work 
environment complies with 
all applicable statutory and 
regulatory requirements. 

A periodic review is carried 
out of the efficiency and 
effectiveness of the work 
environment. 

Data shows that the work 
environment encourages 
productivity, creativity and 
the well-being of people. 

The processes 
implemented for the 
development of the work 
environment support 
competitiveness and 
compare well with similar 
organizations. 

6.7 
Knowledge, information 
and technology 

Basic knowledge, 
information and technology 
approaches and systems 
are in place. 

A process to identify, 
obtain, protect, use and 
evaluate information, 
knowledge and technology 
is implemented. 

A basic communication 
system for sharing 
information is implemented.

Information, knowledge 
and technology are shared 
within the organization, and 
periodic reviews are carried 
out. 

Critical technologies are 
controlled via patents and 
secondary sourcing, where 
needed. 

Information, knowledge 
and technology are shared 
with partners and other 
interested parties. 

The results achieved for 
information, technology 
and knowledge 
management compare well 
with other organizations. 
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Table A.4 (continued) 

Maturity level 
Subclause 

Level 1 Level 2 Level 3 Level 4 Level 5 

6.8 
Natural resources 

The use of natural 
resources is managed in a 
very limited way. 

A process exists to define, 
and control the use of, the 
natural resources required 
by the organization. 

Processes are deployed to 
measure how efficiently 
natural resources are used.

The risks of the scarcity of 
natural resources are 
evaluated, and actions are 
taken to protect the future 
continuity of supplies. 

Processes exist to optimize 
the use of natural 
resources and to consider 
the use of alternative 
resources. 

The organization has 
processes to take into 
account the need for 
environmental protection in 
the total life-cycle of its 
products. 

The organization can 
demonstrate that its 
approach to the use of 
natural resources meets 
the needs of the present, 
without compromising the 
needs of future generations 
of society. 

There is liaison with, and 
benchmarking against, 
external organizations and 
other interested parties 
over the use of natural 
resources. 

NOTE The current maturity level of the organization's individual elements is the highest level achieved up to that point with no preceding gaps in the criteria. 
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Table A.5 — Self-assessment of the detailed elements of Clause 7 — Process management 

Maturity level 
Subclause 

Level 1 Level 2 Level 3 Level 4 Level 5 

7.1 
(Process management) 
General 

7.2 
Process planning and 
control 

Processes are planned and 
managed in an informal, 
ad hoc manner. 

Key processes, such as 
those relating to customer 
satisfaction and product 
realization, are defined and 
managed. 

Interactions between 
processes are defined and 
managed. 

The effectiveness of the 
processes is systematically 
measured and acted upon. 

Process planning is 
integrated with strategy 
deployment. 

The needs and 
expectations of identified 
interested parties are used 
as inputs into process 
planning. 

Improvements in process 
efficiency can be 
demonstrated. 

Processes are delivering 
predictable results. 

The efficiency and 
effectiveness of the 
organization's processes is 
reviewed. 

Improvements in agility, 
flexibility and process 
innovation can be 
demonstrated. 

All relevant interested 
parties are considered in 
process planning. 

Interaction conflicts 
between processes are 
identified and resolved in 
an effective way. 

Process performance is 
compared to leading 
organizations and the 
results are used in process 
planning. 

The outcomes of key 
processes are above the 
organization's sector 
average. 

7.3 
Process responsibility 
and authority 

Process responsibilities are 
defined on an ad hoc 
basis. 

Clear responsibility and 
authority for the 
management of processes 
is assigned (e.g. to 
"process owners"). 

A policy to avoid and 
resolve potential disputes 
in process management 
exists. 

Process owners' 
competences are 
continually improved. 

Learning is shared 
between process owners 
and interested parties.  

NOTE The current maturity level of the organization's individual elements is the highest level achieved up to that point with no preceding gaps in the criteria. 
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Table A.6 — Self-assessment of the detailed elements of Clause 8 — Monitoring, measurement, analysis and review 

Maturity level 
Subclause 

Level 1 Level 2 Level 3 Level 4 Level 5 

8.1 
(Monitoring, 
measurement, analysis 
and review) 
General 
 
8.2 
Monitoring 

Monitoring is performed on 
a sporadic basis, with no 
processes in place. 
The focus of monitoring is 
on products. Action is 
triggered by product 
problems or management 
problems (i.e. crisis 
situations). 
While information about 
applicable statutory and 
regulatory requirements is 
collected, changes in the 
requirements are only 
determined in an ad hoc 
way. 

A monitoring process is 
performed periodically. 
The focus of monitoring is 
on customers. 
Customer needs and 
expectations are monitored 
systematically. 
Changes in statutory and 
regulatory requirements 
are tracked systematically 
through formally designed 
mechanisms. 

The monitoring process is 
evaluated regularly to 
improve its effectiveness. 
The focus of monitoring is 
on suppliers, with a limited 
focus on people and other 
interested parties. 
Feedback from key 
suppliers and partners is 
gathered in a planned 
manner. 
Feedback from people is 
gathered by default only. 
Current process 
capabilities are monitored. 
The processes for tracking 
statutory and regulatory 
requirements are effective 
and efficient. 

The monitoring process is 
performed in a systematic 
and planned way, and 
includes cross-checks with 
external data sources. 
Resource requirements are 
assessed in a systematic 
and planned way, over 
time. 
Feedback from employees 
and customers is gathered 
through professionally 
conducted surveys and 
other mechanisms, such as 
focus groups. 

The monitoring process 
delivers reliable data and 
trends. 
The focus of monitoring is 
on trends within the 
organization's activity 
sector, technologies, and 
the labour situation, with 
optimization of the use and 
development of resources. 
Changes that are taking 
place, or are expected, in 
economic policies, product 
demands, technologies, 
environmental protection, 
or in social and cultural 
issues, which could have 
an impact on the 
organization's 
performance, are 
monitored in a planned 
way. 

8.3.1 
(Measurement) 
General 
 
8.3.2 
Key performance 
indicators  

A very limited set of data 
from measurements and 
assessments is available to 
support management 
decisions or tracking of the 
progress of actions taken. 
Basic indicators (such as 
financial criteria, on-time 
deliveries, the number of 
customer complaints, legal 
warnings and fines) are 
used. 
Data are not always 
reliable. 

There is a formal set of 
definitions for key 
indicators related to the 
organization's strategy and 
main processes. 
Indicators are mostly based 
on the use of internal data. 
Management decisions are 
supported by the outputs 
from reviews of the quality 
management system and 
additional key performance 
indicators. 

Process-level objectives 
are related to key 
performance indicators. 
Data is available to show 
how the organization's 
performance compares 
with that of other 
organizations. 
The main conditions for 
success are identified and 
tracked by suitable, 
practical indicators. 
Management decisions are 
adequately supported by 
reliable data from the 
measurement systems. 

Data is available to show 
progress on key 
performance indicators 
over time. 
Deployment of the strategy 
and objectives is 
monitored. 
Performance indicators are 
established, widely 
deployed and used for 
strategic decisions 
regarding trends and long-
term planning. 
Systematic analysis of data 
allows future performance 
to be predicted. 

Systematic analysis of 
comprehensive data allows 
future performance to be 
predicted with confidence. 
Indicators contribute to 
good strategic decisions. 
KPIs are selected and 
acted upon in a way that 
provides reliable 
information for predicting 
trends and for taking 
strategic decisions. 
Risk analysis is performed 
as a tool for prioritizing 
improvement. 

NOTE The current maturity level of the organization's individual elements is the highest level achieved up to that point with no preceding gaps in the criteria. 
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Table A.6 (continued) 

Maturity level 
Subclause 

Level 1 Level 2 Level 3 Level 4 Level 5 

8.3.3 
Internal audit 

8.3.4 
Self-assessment 

Some data is collected, but 
no formal approach is 
used. 

Audits are reactively 
performed in response to 
problems, customer 
complaints, etc. 

Collected data is mostly 
used to resolve problems 
with products. 

Some data is collected 
from key processes on a 
regular basis. 

Audit data is used 
systematically to review the 
management system. 

Self-assessment is limited. 

Data and the results of 
evaluations are beginning 
to be used in a preventive 
way. 

Data gathering is 
embedded in a structured 
process. 

When necessary, qualifying 
studies are conducted to 
verify the data, particularly 
when the data is derived 
from judgments, opinions, 
etc. 

Audits ensure the accuracy 
of data and the 
effectiveness of the 
management system. 

Self-assessments are 
conducted and the results 
used to determine the 
organization's maturity and 
to improve its overall 
performance. 

The data gathering 
processes are continually 
evaluated and their 
effectiveness and efficiency 
improved. 

Self-assessment outcomes 
are integrated into the 
strategic planning process. 

Identified gaps from the 
higher maturity levels are 
compared with the vision 
and strategy, and the 
organization takes action to 
close them in a planned 
way. 

The organization involves 
other interested parties in 
its audits, in order to help 
identify additional 
opportunities for 
improvement. 

Self-assessments are 
performed by the 
organization at all levels. 

8.3.5 
Benchmarking 

Interchange of best 
practices within the 
organization is anecdotal. 
Some product comparisons 
are made with products on 
the market. 

Top management supports 
the identification and 
promulgation of best 
practices. 

Some products from key 
competitors are analysed 
and compared. 

Some external benchmark 
activities are supported by 
the organization's 
leadership (covering 
products, processes and 
operations). 

A benchmarking 
methodology is 
established. 

Key performance 
measurements are 
subjected to internal and 
external benchmarking, 
using a structured 
methodology. 

Benchmarking is used 
systematically as a tool for 
identifying opportunities for 
improvement, innovation 
and learning. 

The organization is 
frequently solicited by 
external entities to be a 
benchmark partner. 
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Table A.6 (continued) 

Maturity level 
Subclause 

Level 1 Level 2 Level 3 Level 4 Level 5 

8.4 
Analysis 

Anecdotal examples of 
data analysis are used. 

Only economic and 
financial objectives have 
been defined as the 
references for data 
analysis. 

There is limited analysis of 
customer complaints. 

Analysis of relevant 
external and internal 
information is performed 
periodically. 

Some basic statistical tools 
are used. 

Evaluations are performed 
to determine the level of 
fulfilment of customer 
needs and expectations. 
Product improvements are 
based on these analyses. 

The impact of changes in 
statutory and regulatory 
requirements on processes 
and products is analysed 
periodically. 

A systematic analysis 
process is supported by the 
wide use of statistical tools.

Analyses are utilized for 
the identification of the 
needs and expectations of 
relevant interested parties. 

Effective decisions and 
actions are based on the 
analysis of information. 

An analysis process is 
used for the evaluation of 
new resources, materials 
and technologies. 

The effectiveness of the 
analysis process is 
enhanced by the sharing of 
the analysis results with 
partners or other sources 
of knowledge. 

Distinctive product features 
are identified and value is 
added to products for 
interested parties, based 
on inputs from the analysis 
of information. 

Relevant political, 
environmental, social, 
technological and 
comparative data is 
analysed and used. 

Risks and opportunities 
that could impact the 
achievement of short- and 
long-term objectives are 
identified and analysed. 

Strategy and policy 
decisions are based on 
information that is gathered 
and analysed in a planned 
way. 

8.5 
Review of information 
from monitoring, 
measurement and 
analysis 

There is an ad hoc 
approach to reviews. 

When a review is 
performed, it is often 
reactive. 

Periodic reviews are 
conducted to assess 
progress in the 
achievement of quality 
objectives and to assess 
the performance of the 
quality management 
system. 

All active projects and 
improvement actions are 
assessed during reviews, 
in order to evaluate 
progress against their 
plans and objectives.  

Systematic reviews of key 
performance indicators and 
related objectives are 
undertaken regularly. 

Where adverse trends are 
identified, they are acted 
upon. 

Reviews give an indication 
of whether adequate 
resources have been 
provided. 

The outputs from the 
reviews are shared with 
some interested parties, as 
a way of facilitating 
collaboration and learning. 

Internal comparisons are 
made to identify and share 
good practices. 

Differing sources of 
information indicate good 
performance in all strategic 
and operational areas of 
the organization. 

Review outputs are shared 
with partners, and are used 
as an input for the 
improvement of products 
and processes that can 
influence their level of 
performance and 
satisfaction. 

The results of reviews 
demonstrate that the 
actions taken are effective. 

NOTE The current maturity level of the organization's individual elements is the highest level achieved up to that point with no preceding gaps in the criteria. 
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Table A.7 — Self-assessment of the detailed elements of Clause 9 — Improvement, innovation and learning 

Maturity level 
Subclause 

Level 1 Level 2 Level 3 Level 4 Level 5 

9.1 
(Improvement, 
innovation and learning)
General 

9.2 
Improvement 

Improvement activities are 
ad hoc and based on 
customer or regulatory 
complaints. 

Basic improvement 
processes, based on 
corrective and preventive 
actions, are in place. 

The organization provides 
training for continual 
improvement. 

Improvement efforts can be 
demonstrated in most of 
the products and key 
processes of the 
organization. 

The focus of the 
improvement processes is 
aligned with the strategy 
and objectives. 

Recognition systems are in 
place for teams and 
individuals generating 
strategically relevant 
improvements. 

Continual improvement 
processes work at some 
levels of the organization, 
and with its suppliers and 
partners. 

Results generated from the 
improvement processes 
enhance the performance 
of the organization. 

The improvement 
processes are 
systematically reviewed. 

Improvement is applied to 
products, processes, 
organizational structures, 
the operating model and 
the organization's 
management system. 

There is evidence of a 
strong relationship between 
improvement activities and 
the achievement of above 
average sector results for 
the organization. 

Improvement is embedded 
as a routine activity across 
the whole organization, as 
well as for its suppliers and 
partners. 

The focus is on improving 
the performance of the 
organization, including its 
ability to learn and change. 

9.3 
Innovation 

There is limited innovation. 

New products are 
introduced on an ad hoc 
basis, with no planning for 
innovation in place. 

Innovation activities are 
based on data concerning 
the needs and 
expectations of customers. 

The innovation process for 
new products and 
processes is able to 
identify changes in the 
organization's environment, 
in order to plan 
innovations. 

Innovations are prioritized, 
based on the balance 
between their urgency, the 
availability of resources 
and the organization's 
strategy. 

Suppliers and partners are 
involved in the innovation 
processes. 

The effectiveness and 
efficiency of the innovation 
processes are assessed 
regularly as a part of the 
learning process. 

Innovation is used to 
improve the way the 
organization operates. 

Innovation activities 
anticipate possible 
changes in the 
organization's environment. 

Preventive plans are 
developed to avoid or 
minimize the identified risks 
accompanying innovation 
activities. 

Innovation is applied to 
products, processes, 
organizational structures, 
the operating model and 
the organization's 
management system. 
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Table A.7 (continued) 

Maturity level 
Subclause 

Level 1 Level 2 Level 3 Level 4 Level 5 

9.4 
Learning 

Some lessons are learned 
as a result of complaints. 

Learning is on an individual 
basis, without the sharing 
of knowledge. 

Learning is generated in a 
reactive way from the 
systematic analysis of 
problems and other data. 

Processes exist for the 
sharing of information and 
knowledge. 

There are planned 
activities, events and 
forums for sharing 
information. 

A system is in place for 
recognizing positive results 
from suggestions or 
lessons learned. 

Learning is addressed in 
the strategy and policies. 

Learning is recognized as a 
key issue. Networking, 
connectivity and 
interactivity are stimulated 
by top management to 
share knowledge. 

Top management supports 
initiatives for learning, and 
leads by example. 

The organization's learning 
ability integrates personal 
competence and 
organizational competence.

Learning is fundamental to 
the improvement and 
innovation processes. 

The culture of learning 
permits the taking of risks 
and the acceptance of 
failure, provided this leads 
to learning from the 
mistakes and to 
opportunities for 
improvement. 

There are external 
engagements for the 
purpose of learning. 

NOTE The current maturity level of the organization's individual elements is the highest level achieved up to that point with no preceding gaps in the criteria. 
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Annex B 
(informative) 

 
Quality management principles 

B.1 General 

This annex describes the eight quality management principles which form the basis for the quality 
management standards prepared by ISO/TC 176. These principles can be used by top management as a 
framework to guide their organizations towards improved performance. 

This annex gives the standardized descriptions of the principles. In addition, it provides examples of the 
benefits derived from their use and of actions that managers typically take in applying the principles to 
improve their organizations' performance. 

B.2 Principle 1: Customer focus 

Organizations depend on their customers and therefore should understand current and future customer 
needs, should meet customer requirements and strive to exceed customer expectations. 

a) Key benefits 

⎯ increased revenue and market share obtained through flexible and fast responses to market 
opportunities, 

⎯ increased effectiveness in the use of the organization's resources to enhance customer satisfaction, 

⎯ improved customer loyalty leading to repeat business. 

b) Applying the principle of customer focus typically leads to 

⎯ researching and understanding customer needs and expectations, 

⎯ ensuring that the objectives of the organization are linked to customer needs and expectations, 

⎯ communicating customer needs and expectations throughout the organization, 

⎯ measuring customer satisfaction and acting on the results, 

⎯ systematically managing customer relationships, 

⎯ ensuring a balanced approach between satisfying customers and other interested parties (such as 
owners, employees, suppliers, financiers, local communities and society as a whole). 
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B.3 Principle 2: Leadership 

Leaders establish unity of purpose and direction of the organization. They should create and maintain the 
internal environment in which people can become fully involved in achieving the organization's objectives. 

a) Key benefits 

⎯ people will understand and be motivated towards the organization's goals and objectives, 

⎯ activities are evaluated, aligned and implemented in a unified way, 

⎯ miscommunication between levels of an organization will be minimized. 

b) Applying the principle of leadership typically leads to 

⎯ considering the needs of all interested parties including customers, owners, employees, suppliers, 
financiers, local communities and society as a whole, 

⎯ establishing a clear vision of the organization's future, 

⎯ setting challenging goals and targets, 

⎯ creating and sustaining shared values, fairness and ethical role models at all levels of the 
organization, 

⎯ establishing trust and eliminating fear, 

⎯ providing people with the required resources, training and freedom to act with responsibility and 
accountability, 

⎯ inspiring, encouraging and recognizing people's contributions. 

B.4 Principle 3: Involvement of people 

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. 

a) Key benefits 

⎯ motivated, committed and involved people within the organization, 

⎯ innovation and creativity in furthering the organization's objectives, 

⎯ people being accountable for their own performance, 

⎯ people eager to participate in and contribute to continual improvement. 

b) Applying the principle of involvement of people typically leads to 

⎯ people understanding the importance of their contribution and role in the organization, 

⎯ people identifying constraints to their performance, 

⎯ people accepting ownership of problems and their responsibility for solving them, 

⎯ people evaluating their performance against their personal goals and objectives, 
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⎯ people actively seeking opportunities to enhance their competence, knowledge and experience, 

⎯ people freely sharing knowledge and experience, 

⎯ people openly discussing problems and issues. 

B.5 Principle 4: Process approach 

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

a) Key benefits 

⎯ lower costs and shorter cycle times through effective use of resources, 

⎯ improved, consistent and predictable results, 

⎯ focused and prioritized improvement opportunities. 

b) Applying the principle of process approach typically leads to 

⎯ systematically defining the activities necessary to obtain a desired result, 

⎯ establishing clear responsibility and accountability for managing key activities, 

⎯ analysing and measuring of the capability of key activities, 

⎯ identifying the interfaces of key activities within and between the functions of the organization, 

⎯ focusing on the factors, such as resources, methods, and materials, that will improve key activities of 
the organization, 

⎯ evaluating risks, consequences and impacts of activities on customers, suppliers and other 
interested parties. 

B.6 Principle 5: 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. 

a) Key benefits 

⎯ integration and alignment of the processes that will best achieve the desired results, 

⎯ ability to focus effort on the key processes, 

⎯ providing confidence to interested parties as to the consistency, effectiveness and efficiency of the 
organization. 

b) Applying the principle of system approach to management typically leads to 

⎯ structuring a system to achieve the organization's objectives in the most effective and efficient way, 

⎯ understanding the interdependencies between the processes of the system, 

⎯ structured approaches that harmonize and integrate processes, 
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⎯ providing a better understanding of the roles and responsibilities necessary for achieving common 
objectives and thereby reducing cross-functional barriers, 

⎯ understanding organizational capabilities and establishing resource constraints prior to action, 

⎯ targeting and defining how specific activities within a system should operate, 

⎯ continually improving the system through measurement and evaluation. 

B.7 Principle 6: Continual improvement 

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

a) Key benefits 

⎯ performance advantage through improved organizational capabilities, 

⎯ alignment of improvement activities at all levels to an organization's strategic intent, 

⎯ flexibility to react quickly to opportunities. 

b) Applying the principle of continual improvement typically leads to 

⎯ employing a consistent organization-wide approach to continual improvement of the organization's 
performance, 

⎯ providing people with training in the methods and tools of continual improvement, 

⎯ making continual improvement of products, processes and systems an objective for every individual 
in the organization, 

⎯ establishing goals to guide, and measures to track, continual improvement, 

⎯ recognizing and acknowledging improvements. 

B.8 Principle 7: Factual approach to decision making 

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

a) Key benefits 

⎯ informed decisions, 

⎯ an increased ability to demonstrate the effectiveness of past decisions through reference to factual 
records, 

⎯ increased ability to review, challenge and change opinions and decisions. 

b) Applying the principle of factual approach to decision making typically leads to 

⎯ ensuring that data and information are sufficiently accurate and reliable, 

⎯ making data accessible to those who need it, 
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⎯ analysing data and information using valid methods, 

⎯ making decisions and taking action based on factual analysis, balanced with experience and 
intuition. 

B.9 Principle 8: Mutually beneficial supplier relationships 

An organization and its suppliers are interdependent and a mutually beneficial relationship enhances the 
ability of both to create value. 

a) Key benefits 

⎯ increased ability to create value for both parties, 

⎯ flexibility and speed of joint responses to changing market or customer needs and expectations, 

⎯ optimization of costs and resources. 

b) Applying the principle of mutually beneficial supplier relationships typically leads to 

⎯ establishing relationships that balance short-term gains with long-term considerations, 

⎯ pooling of expertise and resources with partners, 

⎯ identifying and selecting key suppliers, 

⎯ clear and open communication, 

⎯ sharing information and future plans, 

⎯ establishing joint development and improvement activities, 

⎯ inspiring, encouraging and recognizing improvements and achievements by suppliers. 
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Annex C 
(informative) 

 
Correspondence between ISO 9004:2009 and ISO 9001:2008 

Table C.1 gives the correspondence between ISO 9001:2008 and this International Standard, and shows how 
the two International Standards complement each other. 

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 and focuses on the effectiveness of the quality 
management system in meeting the customer requirements. 

This International Standard gives guidance for organizations whose top management wish to move beyond 
the requirements of ISO 9001, to address the needs and expectations of all interested parties and their 
satisfaction, by systematic and continual improvement of the organization's performance. 

Table C.1 — Correspondence between ISO 9004:2009 and ISO 9001:2008 

Subclause in ISO 9004:2009 Subclause in ISO 9001:2008 

4.1 (Managing for the sustained success of an 
organization) General 

4.1 (Quality management system) General requirements 

5.1 Management commitment  

— 4.2 Documentation requirements 

4.2 Sustained success — 

4.3 The organization's environment 7.2 Customer related processes 

4.4 Interested parties, needs and expectations 5.2 Customer focus 

5.1 (Strategy and policy) General 5.3 Quality policy 

5.2 Strategy and policy formulation 5.3 Quality policy 

5.3 Strategy and policy deployment 5.4 Planning 

5.4 Strategy and policy communication 5.5.3 Internal communication 

7.2.3 Customer communication 

6.1 (Resource management) General 6.1 Provision of resources 

6.2 Financial resources — 

6.3 People in the organization 

6.3.1 Management of people 

6.2 Human resources 

6.3.2 Competence of people 6.2.2 Competence, training and awareness  

6.3.3 Involvement and motivation of people — 

6.4 Suppliers and partners 

6.4.1 General 

7.4.1 Purchasing process 

6.4.2 Selection, evaluation and improvement of the 
capabilities of suppliers and partners 

7.4.1 Purchasing process 

6.5 Infrastructure 6.3 Infrastructure 

6.6 Work environment 6.4 Work environment 
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Table C.1 (continued) 

Subclause in ISO 9004:2009 Subclause in ISO 9001:2008 

6.7 Knowledge, information and technology — 

6.8 Natural resources — 

7.1 (Processes management) General 4.1 (Quality management system) General requirements 

7.2 Process planning and control 7.1 Planning of product realization 

7.5 Production and service provision 

7.3 Process responsibility and authority 5.5.1 Responsibility, authority and communication 

8.1 (Monitoring, measurement, analysis and review) 
General 

8.1 General 

7.6 Control of monitoring and measuring equipment 

8.2 Monitoring 8.2.3 Monitoring and measurement of processes 

8.2.4 Monitoring and measurement of product  

8.3.1 (Measurement) General 8.2 Monitoring and measurement 

8.2.1 Customer satisfaction 

8.3.2 Key performance indicators  8.2.3 Monitoring and measurement of processes 

8.3.3 Internal audit 8.2.2 Internal audit 

8.3.4 Self-assessment — 

8.3.5 Benchmarking — 

8.4 Analysis 8.4 Analysis of data 

8.5 Review of information from monitoring and 
measurement and analysis 

5.6 Management review 

9.1 (Improvement, innovation and learning) General 8.5 Improvement 

9.2 Improvement 8.5 Improvement 

9.3 Innovation 7.3 Design and development 

9.4 Learning — 
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