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Plan

DoCheck

Act

Establish
Objectives / 
Processes

Implement 
Processes

Take Actions
to Continually 
Improve 
Process
Performance

Monitor &
measure process
& services 
against policy, 
objectives & 
requirements for the 
services
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ISO9001: 2008

Generic Management Requirement

Clause 4
Quality Management System

Clause 5
Management Responsibility

Clause 6
Resource Management

Clause 7

Product Realization

Clause 8
Measurement, Analysis and 

Improvement
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Leadership

Organizational Leadership (70 points)
Social Responsibility (50  points)

1.1
1.2

Strategic Planning

Strategy Development (40 points)
Strategy Deployment (45 points)

2.1
2.2

Customer and Market Focus

3.1
3.2

Information and Analysis

Measurement/Analysis of Organizational Performance (45 pts)
Information and Knowledge Management (45 pts)

4.1
4.2

Human Resource Focus

5.1
5.2
5.3

Process Management

6.1
6.2

Results

7.1
7.2
7.3
7.4
7.5
7.6

1

2

3

4

5

6

7

Example: Assessment Scoring Summary

XX%
XX%

XX%
XX%

XX%
XX%

XX%
XX%

XX%
XX%
XX%

XX%
XX%

XX%
XX%
XX%
XX%
XX%
XX%

Score

Customer Focused Results (75 pts)
Product and Service Results (75 pts)
Financial and Market Results (75 pts)
Human Resource Results (75 pts)
Organizational Effectiveness Results (75 pts)
Governance and Social Responsibility (75 pts)

Value Creation Processes (50 pts)
Support Processes (35 pts)

Work Systems (35 pts)
Employee Learning and Motivation (25 pts)
Employee Well-Being and Satisfaction (25 pts)

Customer and Market Knowledge  (40 points)
Customer Relationships and Satisfaction (45 points)

# of Points

YY
YY

YY
YY

YY
YY

YY
YY

YY
YY
YY

YY
YY

YY
YY
YY
YY
YY
YY



���������	����
�.��#

• #��.�
���	���	��2�4���������..	��2����	..
.��
�	�	�������
��	��-�
���	���	--��
�������
-�
��
-��.�� ����	�
.	�
��	������������

• #��
�-��(���������-��
�
(���..�� �����-�	��
/���.����	���������.�������	-�� �
���-��
�
(���..�)��4��������-��	���
F�=G	-	�

• ��--������)����������-�	��%���
..
���
��
#�������-�	����	�
���$�����
���$��
��



�	�������
�.��#

• ��������
��,131�)��,H���	�
�������-�	��
���	�
.	�
��.�A

• �#�-��
• 6�)������.���@�)!
• �������
• %
)	�@�
����@
• �	..	�����(
	�
��
• �������������
• ��
	��������-	

• "�
���6��	���������
��
��.
• ��.��I��@
• $�
�
-.���������
�.��?
• /��9�%9�0�
(���
���%9�9-9�9
• 6��	���
• @�)�9����8����@
• ?��5.4	�����@



.��#��
��#	�
����
�

,131 ,11, ,11* ,11> ,11J ,111 *++,
-��.���

���
�
�����������


�����
�	������

�
�.������
��

	��
��

-��.������)��
"
���� ��-	
�

%��	�
���� �
������	�5
���

���(
��.

%��	�
���� �$�)�
��
��������4	���

4
����%�.�--���

%��	�
���� ��
��
�4	���4
����%�

.�--���

����	����	��
��(
.
���� �
����

%��	�
���� �
���4��5�� �

�	�
��	��$	�����.

�	������ ������������
0���	�����(��.�� �

����������



.��#�������
���������
����
�
�.,�
��
��


• ���
�(
����	�	�����
6�.���.

• ���
���?	���� ���
%�.�����

• ��	�
���4
���?
.
��2�
/�.-
�	�
�����
/�����
��

• 
	�	�
���)��
$����..�.

• �������
�����������
$��-��

• ������
���%��	�
(
���
��/���(	�
��

• ��
��
���$	�����.�
-.
• #	5
���6�.-��.
)
�
���

 ���	���.�	
�	)���
������



.��#�������
�����
����
�����
�.,�
��
��




1�
�.��#�.,�
��
��
�
#��
�

1.
 L

ea
de

rs
hi

p 
10

0

2.Strategy
100
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Customer Focus Customer-driven Excellence Adding Value for Customer

Leadership Visionary Leadership Leading with Vision, Inspiration & 

Integrity

Involvement of People Valuing Workforce Members and Partners Succeeding through People

Process Approach Agility Managing by Processes

Systems Approach to Management Systems Perspective

Continual Improvement Organizational and Personal Learning

Focus on the Future

Societal Responsibility

Taking Responsibility for a Sustainable 
Future

Factual Approach to Decision-making Management by Fact

Mutually Beneficial Supplier Relationship Valuing Workforce Members and Partners Building Partnerships

Managing for Innovation Nurturing Creativity & Innov ation

Focus on Results and Creating Value Achieving Balanced Results
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