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Take Actions

to Continually Establish
Improve - Objectives /
Process “Processes
Performance Act Plan \

Monitor &

measure process Check Do

& services

against policy, Implement
objectives & Processes

requirements forthe
services
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1SO9001: 2008

Generic Management Requiremen|

Clause 4
Quality Management System

# #

N,
WORLD QUALITY MONTH

Continual improvement of
the quality management system

Clause 5
Management Responsibility

Clause 6
Resource Management

Clause 7
Product Realization

Customers

Requirements

Clause 8
Measurement, Analysis and
Improvement

Manageme
=TT - responsibility

Resource Measurement,
analysis and
management |mprzvement

Inout Product

Product
lreahzallonE
Key

—== Value-adding aclivities

— — — == Information flow

————n

Output

Customers

= Satisfaction
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The Role of Core Values and Concepts

The Criteria build on

core values and concepts ...

\_eadei’shii’ and Gove,,,an
'Ce

which are embedded in
systematic processes ...
(Criteria categories |-6)

3
53 oued
WOJ’"O Ioopaep PUt L

yielding
performance results.
(Criteria category 7)
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Organizational Profile:
Environment, Relationships, and Strategic Situation

|
Leadership

2
Strategic

o Planning

|

\ 3
Customer
Focus

=

U

5
Workforce
Focus

|

6
Operations
Focus

N\

e
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7
Results

4

Measurement, Analysis, and Knowledge Management
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(1) Reacting to Problems (0-25%)

Strategic
and Operational
Goals

Operations are characterized by activitics rather than by
processes, and they are largely responsive to immediate
needs or problems. Goals are poorly defined.

(3) Aligned Approaches (50-65%)

Strategic
and Operational
Goals

Operations are characterized by processes that are
repeatable and regularly evaluated for improvement,
with learnings shared and with coordination among
organizational units. Processes address key strategies
and goals of the organization.

(2) Early Systematic Approaches (30-45%)

Strategic and
Operational
Goals

The organization is at the beginning stages of conducting
operations by processes with repeatability, evaluation and
improvement, and some carly coordination among
organizational units. Strategy and quantitative goals are
being defined.

(4) Integrated Approaches (70-100%)

——
—— Strategic
——— .
—— and Operational
—— Goals
—

Operations are characterized by processes that are
repeatable and regularly evaluated for change and improve-
ment in collaboration with other affected units. Efficien-
cies across units are sought and achieved through analysis,
innovation, and the sharing of information and technol-
ogy. Processes and measures track progress on key
strategic and operational goals.
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Example: Assessment Scoring Summary
Score # of Points

1 Leadership

1.1 Organizational Leadership (70 points) XX% YY

1.2 Social Responsibility (50 points) XX% YY
2 Strategic Planning

2.1 Strategy Development (40 points) XX% YY

22 Strategy Deployment (45 points) XX% YY
3 Customer and Market Focus

31 Customer and Market Knowledge (40 points) XX% Yy

32 Customer Relationships and Satisfaction (45 points) XX% YY
4 Information and Analysis

4.1 Measurement/Analysis of Organizational Performance (45 pts) XX% YY

4.2 Information and Knowledge Management (45 pts) XX% YY
5 Human Resource Focus

51 Work Systems (35 pts) XX% YY

52 Employee Learning and Motivation (25 pts) XX% YY

53 Employee Well-Being and Satisfaction (25 pts) XX% YY
6 Process Management

6.1 Value Creation Processes (50 pts) XX% YY

6.2 Support Processes (35 pts) XX% YY
7 Results

7.1 Customer Focused Results (75 pts) XX% YY

7.2 Product and Service Results (75 pts) XX% YY

7.3 Financial and Market Results (75 pts) XX% YY

7.4 Human Resource Results (75 pts) XX% YY

75 Organizational Effectiveness Results (75 pts) XX% YY

7.6 Governance and Social Responsibility (75 pts) XX% YY
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@ Achieving Balanced Results

Taking Responsibility for a Sustainable Future ®

® Adding Value for Customers

Building Partnerships @

@ Leading with Vision,
Inspiration & Integrity

Nurturing Creativity & Innovation @

®"Managing by Processes
Succeeding through People '@
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6. .

-
7. People
- Results 100
12
2
6. Customer T3
' Results 150 a2
2
T o
8. Society

- Results 100
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Plan and develop
APPROACHES

DEPLOY
Approaches

Required
RESULTS

ASSESS AND REFINE
Approaches and Deployment
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Continual improvement of
the quality management system

% ? . $ -

.
- A
[ ] R ﬁ Customers
Measurement,
Customers analysis and — — — — - Satisfaction
improvement
C—.
Organizational Profile: Enablers Results
Environment, Relationships, and Strategic Situation ————
= 7. People
5 3. People 100 - Results 100

Strategic Workforce E
& Planning Focus \ E
= o

| 7 = & z

Leadership [ <::> I Results E' °E %

z 2.Strategy ‘g 6. Customer ® g
. 3 6 / e 100 =] Results 150 =

Customer Operations s = ]

Focus Focus = = X
.

4. Partnerships S 8. Society
& LRI = Results 100
100 o
4 I
Measurement, Analysis, and Knowledge Management

e ——

Innovation, Creativity and Learning
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Customer Focus

Customer-driven Excellence

Adding & &u Customer

Leadership

Visionary Leadership

Leading with Visibrspiration &
Integrity

Involvement of People

Valuing Workforce Members &adtners

Succeeding through People

Process Approach

Agility

Managing by Processes

Systems Approach to Management

Systems Perspective

Continual Improvement

Organizational and Personalihiag
Focus on the Future
Societal Responsibility

Taking Responsibility for a Sustainable
Future

Factual Approach to Decision-making

Management tnt Fa

Mutually Beneficial Supplier Relationship

Valuing Wéorce Members and Partner

>

Building Partnerships

Managing for Innovation

Nurturing Creativity & Innov ation

Focus on Results and Creating Value

Achieving Balaed Results
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MENQA IS0 9001 EFQM
1 Leadership (120 pts.) 5 Management responsibility 1 Leadership (10%)
1.1 Senior Leadership (70 pts.)
1.1a Vision, Valies, and Mission 51 Management commitment la Leaders develop the Mission, Vision,
53 Quality policy Values and ethics and act asrole
541 Quality objectives models.
1.1b Communication and Organizational 553 Internal communication le Leaders ensure that the organization
Performance is flexible and manages change
effectively.
12 Governance and Societal
Responsibilities (50 pts.)
12a Organizational Governance 551 Responsibility and anthority 1b Leaders define. monitor. review and
552 Management representative drive the improvement of the
5. Management review organization's management system
822 Internal andit and performance.
12b Legal and Ethical Behavior 721 Determination of requirements le Leaders engage with external
related to the product stakeholders.
1.2¢ Societal Responsibilities and Support 1d Leaders reinforce a culture of
of Key Communities excellence with the organization's
people.
2 Strategic Planning (85 pts.) 5.4 Planning 2 Strategy (10%)
21 Strategic Development (40 pts.)
21a Strategy Development Process 542 Quality management system 2b Strategy is based on understanding
planning internal performance and capabilities.
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2.1b Strategic Objectives 541 Quality objectives
22 Strategy Implementation (45 pts.)
22a Action Plan Development and 7.1 Planning of product realization Zec Strategy and supporting policies are
Deployment developed. reviewed and updated.
221b Performance Projections 7.5 Production and service provision | 2d Strategy and supporting policies are
communicated, implemented and
monitored.
3 Customer Focus (85 pts.) 5.2 Customer focus 5 Processes, Products and Services
(10%)
31 Voice of the Customer (45 pts)) 721 Determination of requirements 2a Strategy is based on understanding
related to the product the needs and expectations of both
722 Review of requirements related to stakeholders and the external
the product environment.
3la Customer Listening 723 Customer communication
3.1b Determination of Customer 2. Customer satisfaction
Satisfaction and Engagement
32 Customer Engagement (40 pts.)
32a Product Offerings and Customer 754 Customer property 5b Products and Services are developed
Support to create optimum value for
customers.
3.2b Building Customer Relationships 7.2 Customer-related processes Se Customer relationships are managed
and enhanced.
4 Measurement, Analysis, and 4 Partnerships & Resources (10%)
Knowledge Management (90 pts.)
41 Measurement, Analysis, and 8 Measurement, analysis and

Improvement of Organizational

improvement
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Performance
4.1a Performance Measurement 823 Monitoring and measurement of
processes
8.3 Monitoring and measurement of
product

4.1b Performance Analysis and Review

4.1c Performance Improvement 8.5 Improvement

5 Workforce Focus (85 pts.) 6 Resource management 3 People (10%)
Partnerships & Resources (10%)

51 Workforce Environment (40 pts.) 6.4 Work environment ja People plans support the
organization's strategy.

5.la Workforce Capability and Capacity 6.2.2 Competence, training and awareness | 3b People's knowledge and capabilities
are developed.

51b Workforce Climate 6.2 Human resources 3d People communicate effectively

621 General throughout the organization.

52 Workforce Engagement (45 pts)

52a Workforce Performance 3c People are aligned, involved and
empowered.

520 Assessment of Worldorce 822 Internal audit 3e People are rewarded. recognized and

Engagement cared for.

52c Workforce and Leader Development

6 Operations Focus (85 pts.) 7 Product realization 5 Processes, Products and Services
(10%)

6.1 Work Systems (45 pts.) 4 Partnerships & Resources (10%)

6.la Work System Design 4a Partners and suppliers are managed
for sustainable benefit.
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Sa Processes are designed and managed
to optimize stakeholder value.
6.1b Work System Management 4 Quality management system 5d Products and Services are produced,
delivered and managed.
6.1c Emergency Readiness 8.4 Control of nonconforming
product
6.2 Work Processes (40 pts.)
6.2a ‘Work Process Design 73 Design and development Sc Products and Services are effectively
promoted and marketed.
6.2b Work Process Management 7351 Control of production and service
provision
7 Results (430 pts.) 6.7.8.9 | Results (50%)
71 Product and Process Qutcomes (120
pis.)
72 Customer-Focused Outcomes (90 pts.) 6 Customer Results (15%)
73 Workforce-Focused Outcomes (80 7 People Results (10%)
pts.)
74 Leadership and Governance 8 Society Results (10%)
Outcomes (80 pts.)
75 Financial and Market Outcomes (80 9 Key Results (15%)

pts.)
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