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INTERNATIONAL ORGANIZATION FOR STANDARDIZATION INTERNATIONAL ORGANIZATION FOR STANDARDIZATION 
(ISO 9000)(ISO 9000)

•• ISOISO 90019001 isis anan internationalinternational qualityquality managementmanagement standardstandard.. ItIt isis
rapidlyrapidly becomingbecoming thethe mostmost popularpopular qualityquality standardstandard inin
thethe worldworld ThousandsThousands ofof organizationsorganizations inin overover 100100 countriescountries

(ISO 9000)(ISO 9000)

thethe worldworld.. ThousandsThousands ofof organizationsorganizations inin overover 100100 countriescountries
havehave adoptedadopted it,it, andand manymany moremore areare inin thethe processprocess ofof doingdoing soso..
Why?Why?

 BecauseBecause itit controlscontrols qualityquality..
 ItIt savessaves moneymoney..
 CustomersCustomers expectexpect itit andand competitorscompetitors useuse itit..

•• ISOISO isis notnot anan acronymacronym.. ItIt isis derivedderived fromfrom thethe GreekGreek wordword isosisos,,yy
meaningmeaning equalequal..

•• ISOISO isis onlyonly responsibleresponsible forfor creatingcreating andand publishingpublishing internationalinternationalISOISO isis onlyonly responsibleresponsible forfor creatingcreating andand publishingpublishing internationalinternational
standardsstandards..



INTERNATIONAL ORGANIZATION FOR STANDARDIZATION INTERNATIONAL ORGANIZATION FOR STANDARDIZATION 
(ISO 9000)(ISO 9000)

•• TheThe ISOISO 90009000 seriesseries isis aa setset ofof relatedrelated internationalinternational standardsstandards onon qualityquality
managementmanagement andand qualityquality assuranceassurance..

•• TheyThey areare genericgeneric,, notnot specificspecific toto anyany particularparticular productsproducts..

(ISO 9000)(ISO 9000)

TheyThey areare genericgeneric,, notnot specificspecific toto anyany particularparticular productsproducts..

ISOISO 90009000 StandardsStandards
•• TheThe termterm ISOISO 90009000 unfortunatelyunfortunately hashas twotwo differentdifferent meaningsmeanings:: itit refersrefers toto aa singlesingleyy gg gg

standardstandard (ISO(ISO 90009000)) andand itit refersrefers toto aa setset ofof threethree standardsstandards (ISO(ISO 90009000,, ISOISO
90019001,, andand ISOISO 90049004)).. AllAll threethree areare referredreferred toto asas qualityquality managementmanagement systemsystem
standardsstandards..

StandardsStandards inin thethe ISOISO 90009000 familyfamily includeinclude::StandardsStandards inin thethe ISOISO 90009000 familyfamily includeinclude::
•• ISOISO 90009000 -- coverscovers thethe definitionsdefinitions andand terminologyterminology andand isis usedused toto clarifyclarify thethe

conceptsconcepts..
•• ISOISO 90019001 -- setssets outout thethe requirementsrequirements ofof aa qualityquality managementmanagement systemsystem andand isisqq q yq y gg yy

oftenoften usedused forfor certificationcertification purposespurposes..
•• ISOISO 90049004 ––setset ofof guidelinesguidelines andand isis usedused toto achieveachieve sustainedsustained successsuccess..

FocusesFocuses onon howhow toto makemake aa qualityquality managementmanagement systemsystem moremore efficientefficient andand
effectiveeffectiveeffectiveeffective
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ISO is a network of the national standards
institutes of 170 countries on the basis of one
member per country, founded on 1947 with a
C t l S t i t i G S it l d th t

ISO 9000ISO 9000 ISO 9004ISO 9004

Central Secretariat in Geneva, Switzerland, that
coordinates the system.
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(ISO 9000) DEFINITIONS(ISO 9000) DEFINITIONS According to ISO 9000:2000According to ISO 9000:2000

•• QualityQuality isis "Degree"Degree toto whichwhich aa setset ofof inherentinherent (existing)(existing) characteristicscharacteristics fulfilsfulfils
requirementsrequirements..““

(ISO 9000) DEFINITIONS (ISO 9000) DEFINITIONS According to ISO 9000:2000 According to ISO 9000:2000 

•• QualityQuality improvementimprovement isis "Part"Part ofof qualityquality managementmanagement focusedfocused onon
increasingincreasing thethe abilityability toto fulfillfulfill qualityquality requirementsrequirements..

•• QualityQuality PlanningPlanning isis "art"art ofof qualityquality managementmanagement focusedfocused onon settingsetting qualityquality
objectivesobjectives andand specifyingspecifying necessarynecessary operationaloperational processesprocesses andand relatedrelated
resourcesresources toto fulfillfulfill qualityquality objectivesobjectives ““resourcesresources toto fulfillfulfill qualityquality objectivesobjectives..

•• ContinualContinual improvementsimprovements isis aa recurringrecurring activityactivity toto increaseincrease thethe abilityability toto
fulfillfulfill requirementsrequirements.. ItIt isis oftenoften describeddescribed byby aa PLANPLAN--DODO--CHECKCHECK--ACTACT CycleCyclefulfillfulfill requirementsrequirements.. ItIt isis oftenoften describeddescribed byby aa PLANPLAN DODO CHECKCHECK ACTACT CycleCycle
(PDCA(PDCA))

•• ProcessProcess approachapproach:: AA processprocess isis usingusing resourcesresources toto transformtransform inputsinputs intointopppp pp gg pp
outputsoutputs.. AnAn organizationorganization cancan functionfunction moremore effectivelyeffectively ifif itit identifiesidentifies itsits
processesprocesses andand managesmanages themthem accordinglyaccordingly..
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(ISO 9000) DEFINITIONS(ISO 9000) DEFINITIONS According to ISO 9000:2000According to ISO 9000:2000

•• SupplierSupplier isis ""aa organizationorganization oror personperson thatthat providesprovides aa Product"Product"..
ProductProduct cancan bebe aa physicalphysical asas wellwell asas aa serviceservice.. MoreMore andand moremore

(ISO 9000) DEFINITIONS (ISO 9000) DEFINITIONS According to ISO 9000:2000 According to ISO 9000:2000 

businessesbusinesses makemake useuse ofof outsourcingoutsourcing meaningmeaning thatthat theythey makemake useuse ofof
supplierssuppliers wherewhere theythey hadhad previouslypreviously providedprovided thethe productsproducts
internallyinternally.. ThisThis isis donedone inin orderorder toto focusfocus moremore onon thethe corecore businessbusiness
processesprocesses..

•• CCustomerustomer isis ""anan organizationorganization oror personperson thatthat receivesreceives aa Product"Product"..
ProductProduct cancan bebe aa physicalphysical asas wellwell asas aa serviceservice.. CustomersCustomers areare thethe
sourcesource ofof incomerincomer forfor anyany businessbusiness.. ThereThere demanddemand hashas toto bebe
satisfied,satisfied, soso thatthat theythey continuecontinue buyingbuying productsproducts fromfrom thethe companycompany..
C tC t d t id t i thth R i tR i t BB ff th ith iCustomersCustomers determinedetermine thethe RequirementsRequirements.. BecauseBecause ofof theirtheir
importanceimportance CustomerCustomer focusfocus isis oneone ofof thethe QualityQuality principlesprinciples ofof ISOISO
90009000::20002000..
AlAl ll dll d li tli t dd t ilt il bb•• AlsoAlso calledcalled consumer,consumer, client,client, endend--user,user, retailer,retailer, buyer,buyer,
beneficiary,beneficiary, receiverreceiver oror purchaserpurchaser
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ApproachApproach toto ISOISO 90009000

(ISO 9000)(ISO 9000)

•• ISOISO 90009000 providesprovides aa startingstarting placeplace forfor qualityquality effortsefforts.. TheThe standardsstandards
merelymerely stipulatestipulate wherewhere organizationsorganizations needneed documentationdocumentation toto
validatevalidate processesprocesses andand approachesapproaches butbut nevernever dictatedictate howhow muchmuch
theythey requirerequire..

•• ISOISO 90009000 isis notnot aa productproduct registrationregistration standardstandard;; itit inin nono wayway
measuresmeasures oror recognizesrecognizes thethe qualityquality ofof aa company'scompany's product,product, nornor
doesdoes itit meanmean thatthat twotwo companiescompanies withwith ISOISO 90009000 registrationsregistrations areare
equivalentequivalent..
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ISOISO 90009000 requiresrequires::

(ISO (ISO 90009000))

1.1.ManagementManagement thatthat isis committedcommitted,, involved,involved, focusedfocused andand responsiveresponsive..

2.2.PeoplePeople whowho areare organized,organized, responsible,responsible, authorized,authorized, competent,competent,
empoweredempowered andand knowledgeableknowledgeable..

3.3.ProcessesProcesses thosethose areare visible,visible, traceable,traceable, consistent,consistent, repeatable,repeatable,
measurablemeasurable andand documentabledocumentable..

4.4.DocumentsDocuments thosethose areare appropriate,appropriate, relevant,relevant, simple,simple, understandableunderstandable
andand consistentconsistent withwith processesprocesses inin useuse..
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TheThe ISOISO 90009000 standardsstandards basicallybasically havehave threethree requirementsrequirements..

(ISO 9000)(ISO 9000)

•• First,First, thethe companycompany mustmust documentdocument thethe qualityquality systemsystem andand businessbusiness
processprocess inin detaildetail..

•• Second,Second, thethe companycompany mustmust makemake suresure eacheach employeeemployee understandsunderstands
andand followsfollows thethe guidelinesguidelines putput forthforth byby thethe documentationdocumentation..gg pp yy

•• Third,Third, thethe documenteddocumented qualityquality systemsystem mustmust bebe constantlyconstantly monitoredmonitored
throughthrough internalinternal andand externalexternal audits,audits, andand changedchanged oror updatedupdated whenwhenthroughthrough internalinternal andand externalexternal audits,audits, andand changedchanged oror updatedupdated whenwhen
necessarynecessary..



What Organizations can benefit from ISO 9000?What Organizations can benefit from ISO 9000?

•• TheThe ISOISO 90009000 20002000 StandardsStandards applyapply toto allall kindskinds ofof organizationsorganizations
whetherwhether theythey areare businesses,businesses, nonnon--profitprofit--organizations,organizations, educationaleducationalwhetherwhether theythey areare businesses,businesses, nonnon profitprofit organizations,organizations, educationaleducational
oror governmentalgovernmental organizationsorganizations..

•• TheseThese organizationsorganizations cancan bebe activeactive inin allall kindskinds ofof areasareas•• TheseThese organizationsorganizations cancan bebe activeactive inin allall kindskinds ofof areasareas..

•• SomeSome ofof thesethese areasareas includeinclude accounting,accounting, aerospace,aerospace, agriculture,agriculture,
aviationaviation bankingbanking biotechnologybiotechnology cateringcatering chemicalschemicals coachingcoachingaviation,aviation, banking,banking, biotechnology,biotechnology, cateringcatering ,, chemicals,chemicals, coaching,coaching,
communications,communications, computing,computing, construction,construction, consulting,consulting, consumerconsumer
products,products, design,design, drilling,drilling, education,education, electronics,electronics, energy,energy,
engineeringengineering entertainmententertainment etcetcengineering,engineering, entertainmententertainment etcetc..
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QualityQuality PolicyPolicy..
•• ThisThis policypolicy isis meantmeant toto bebe anan outwardoutward statementstatement ofof itsits commitmentcommitment toto itsits

customerscustomers andand toto thethe provisionprovision ofof qualityquality productsproducts..
•• TheThe QualityQuality PolicyPolicy isis aa moremore abstractabstract conceptconcept.. ItIt findsfinds itsits practicalpractical andand

measurablemeasurable expressionexpression inin thethe QualityQuality ObjectivesObjectives..
•• TheThe QualityQuality PolicyPolicy shouldshould bebe inin lineline withwith thethe purposepurpose andand missionmission ofof thethe

i ii i ii ii ii ff II ll h ldh ld bb d d bld d blorganizationorganization oror companycompany itit isis writtenwritten forfor.. ItIt alsoalso shouldshould bebe understandableunderstandable
byby allall membersmembers ofof thethe organization,organization, employees,employees, managersmanagers asas wellwell asas otherother
stakeholdersstakeholders..

•• ForFor exampleexample thethe qualityquality policypolicy statementstatement ofof controlcontrol DesignDesign IncInc isis•• ForFor example,example, thethe qualityquality policypolicy statementstatement ofof controlcontrol DesignDesign IncInc.. isis
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QualityQuality ObjectivesObjectives
•• TheThe QualityQuality ObjectivesObjectives areare thethe practicalpractical outlineoutline ofof thethe QualityQuality PolicyPolicy..

TheyThey areare anan expressionexpression toto aimaim forfor meetingmeeting certaincertain requirementsrequirements likelikeyy pp gg qq
zerozero defectsdefects forfor aa certaincertain ProductProduct oror aa responseresponse timetime belowbelow aa
specifiedspecified limitlimit forfor aa certaincertain serviceservice.. ItIt isis importantimportant thatthat aa QualityQuality
objectiveobjective isis measurablemeasurable..

QualityQuality ManualManual
•• AccordingAccording toto ISOISO 90009000::20002000 aa QualityQuality ManualManual isis defineddefined asas aaAccordingAccording toto ISOISO 90009000::20002000 aa QualityQuality ManualManual isis defineddefined asas aa

"Document"Document specifyingspecifying thethe qualityquality managementmanagement systemsystem ofof anan
organizationorganization..""

•• AA QualityQuality ManualManual includesincludes descriptionsdescriptions ofof processesprocesses andandAA QualityQuality ManualManual includesincludes descriptionsdescriptions ofof processesprocesses andand
proceduresprocedures withinwithin thethe organizationorganization.. AlsoAlso WorkWork InstructionsInstructions andand FlowFlow
ChartsCharts cancan bebe includedincluded.. AA ProcessProcess oror ProcedureProcedure cancan bebe describeddescribed
narrativenarrative oror withwith thethe helphelp ofof drawings,drawings, tablestables andand chartscharts.. FormsForms forforpp g ,g ,
recordsrecords andand otherother documentsdocuments cancan alsoalso bebe includedincluded..



ISO 9000 documentation structureISO 9000 documentation structure



ISO 9000 DOCUMENTATION STRUCTURE ISO 9000 DOCUMENTATION STRUCTURE FOR CONSTRUCTIONFOR CONSTRUCTION



•• “Quality“Quality ofof constructionconstruction isis eveneven moremore difficultdifficult toto definedefine

Quality in ConstructionQuality in Construction
QualityQuality ofof constructionconstruction isis eveneven moremore difficultdifficult toto definedefine..
 FirstFirst ofof all,all, thethe productproduct isis usuallyusually notnot aa repetitiverepetitive unitunit butbut aa uniqueunique piecepiece

ofof workwork withwith specificspecific characteristicscharacteristics..
 SecondlySecondly,, thethe needsneeds toto bebe satisfiedsatisfied includeinclude notnot onlyonly thosethose ofof thethe clientclient SecondlySecondly,, thethe needsneeds toto bebe satisfiedsatisfied includeinclude notnot onlyonly thosethose ofof thethe clientclient

butbut alsoalso thethe expectationsexpectations ofof thethe communitycommunity intointo whichwhich thethe completedcompleted
buildingbuilding willwill integrateintegrate..

•• TheThe qualityquality ofof constructionconstruction projectsprojects cancan bebe defineddefined asas followsfollows::
ConstructionConstruction projectproject qualityquality isis thethe fulfillmentfulfillment ofof thethe owner’sowner’s needsneeds perper
defineddefined scopescope ofof worksworks withinwithin aa budgetbudget andand specifiedspecified scheduleschedule toto
satisfysatisfy thethe owner’s/user’sowner’s/user’s requirementsrequirements TheThe phenomenonphenomenon ofof thesethese threethreesatisfysatisfy thethe owner s/user sowner s/user s requirementsrequirements.. TheThe phenomenonphenomenon ofof thesethese threethree
componentscomponents cancan bebe calledcalled thethe “construction“construction projectproject trilogy”trilogy”

Construction project trilogy.



Special features in the construction industry that limit the Special features in the construction industry that limit the 
implementation of the ISO 9000 standard implementation of the ISO 9000 standard 

ThereThere areare specialspecial featuresfeatures inin thethe constructionconstruction industryindustry thatthat limitlimit thethe
implementationimplementation ofof thethe ISOISO 90009000 standardstandard.. TheThe followingfollowing areare somesome ofof
thth f tf t

pp

thesethese featuresfeatures::

1.1.AA constructionconstruction projectproject isis usuallyusually aa uniqueunique collectioncollection ofof people,people,
equipment,equipment, andand materialsmaterials broughtbrought togethertogether atat aa uniqueunique locationlocation
underunder uniqueunique weatherweather conditions,conditions, whilewhile mostmost manufacturingmanufacturing isis aa
systemsystem ofof massmass productionproduction whereinwherein allall ofof thesethese factorsfactors areare

i t ti t t ithith d id i t i lt i l d td t dd iiconsistentconsistent withwith producingproducing typicaltypical productsproducts overover andand overover againagain..
2.2.PerformancePerformance testingtesting inin constructionconstruction isis generallygenerally notnot feasiblefeasible asas aa

basisbasis forfor acceptanceacceptance..
3.3.ItIt isis commoncommon toto havehave separateseparate contractscontracts forfor designdesign andand constructionconstruction..
4.4.ItIt isis notnot feasiblefeasible toto rejectreject thethe wholewhole constructedconstructed projectproject afterafter

completioncompletion whilewhile attachedattached toto thethe purchaser’spurchaser’s landland..



Special features in the construction industry that limit the Special features in the construction industry that limit the 
implementation of the ISO 9000 standard implementation of the ISO 9000 standard 

1.1. DecisionsDecisions toto rejectreject aa defectivedefective partpart ofof aa constructedconstructed projectproject needneed toto
bebe takentaken promptlypromptly beforebefore succeedingsucceeding partsparts areare constructedconstructed oror
installedinstalled..

2.2. TheThe numbernumber ofof partiesparties involvedinvolved inin thethe constructedconstructed project’sproject’s
procurementprocurement isis moremore thanthan thosethose involvedinvolved inin manufacturingmanufacturing
procurementprocurement.. AchievingAchieving qualityquality constructionconstruction requiresrequires efforteffort fromfrom allall
partiesparties.. ThisThis makesmakes thethe interfaceinterface andand responsibilitiesresponsibilities ofof thethe variousvarious
individualsindividuals andand organizationsorganizations moremore complicatedcomplicated thanthan inin
manufacturingmanufacturing..

33 ThTh i ti li ti l t tt t ff t tit ti ii3.3. TheThe organizationalorganizational structurestructure ofof aa constructionconstruction companycompany variesvaries
dependingdepending onon thethe naturenature ofof thethe projectproject,, whilewhile thethe samesame structurestructure inin aa
manufacturingmanufacturing companycompany isis almostalmost unchangingunchanging.. ThisThis affectsaffects thethe
smoothnesssmoothness ofof communicationcommunication andand interfaceinterface betweenbetween thethe responsibleresponsiblesmoothnesssmoothness ofof communicationcommunication andand interfaceinterface betweenbetween thethe responsibleresponsible
individualsindividuals..

4.4. TurnoverTurnover ofof manpowermanpower inin constructionconstruction isis higherhigher thanthan inin
manufacturing,manufacturing, whichwhich affectingaffecting thethe precisionprecision ofof longlong--termterm plansplans..g,g, gg pp gg pp

5.5. ConstructionConstruction projectsprojects areare veryvery complicatedcomplicated andand theirtheir executionexecution maymay
taketake yearsyears..



Advantages of implementing the ISO 9000 to a Advantages of implementing the ISO 9000 to a 
construction company construction company 

1.1. Optimizes resources usage Optimizes resources usage in the organization. in the organization. 
2.2. Improves Improves awareness of company's objectives and policiesawareness of company's objectives and policies. . 
33 II i tii ti b t i d t t i thb t i d t t i th

p yp y

3.3. Improves Improves communicationcommunication between various departments in the same between various departments in the same 
organization. organization. 

4.4. Improves Improves tractability of quality problemstractability of quality problems. . 
55 Cuts down material wastageCuts down material wastage5.5. Cuts down material wastageCuts down material wastage. . 
6.6. Formalized systems ensure Formalized systems ensure consistent quality services. consistent quality services. 
7.7. Provides useful Provides useful documented referencedocumented reference. . 
8.8. Improves work quality with Improves work quality with fewer rejects and less repeated workfewer rejects and less repeated work. . p q yp q y j pj p
9.9. Rectifies errors at early stageRectifies errors at early stage. . 
10.10. Improves relationship Improves relationship with the owner, subcontractors, engineer with the owner, subcontractors, engineer –– architect architect 

and material suppliers. and material suppliers. 
11.11. Improves corporate quality imageImproves corporate quality image. . 
12.12. Introduces Introduces continuous improvement continuous improvement through a review of the quality system. through a review of the quality system. 
13.13. Improves Improves records and makes retrieval of information easy records and makes retrieval of information easy in case of litigation. in case of litigation. 
14.14. Helps Helps project to be completed within the time frame project to be completed within the time frame stipulated in the contract. stipulated in the contract. 



Difficulties and Obstacles in Introducing the Difficulties and Obstacles in Introducing the 
ISOISO 90009000 Standard in ConstructionStandard in Construction

DifficultiesDifficulties andand obstaclesobstacles inin introducingintroducing thethe ISOISO--90009000
StandardsStandards toto somesome developingdeveloping countriescountries areare::

ISOISO--9000 9000 Standard in ConstructionStandard in Construction

StandardsStandards toto somesome developingdeveloping countriescountries areare::
1.1.CustomerCustomer practicepractice ofof awardingawarding contractcontract toto thethe lowestlowest bidderbidder..
2.2.LackLack ofof skilfulskilful workmanshipworkmanship..pp
3.3.OutdatedOutdated constructionconstruction technologytechnology duedue toto lacklack ofof fundsfunds forfor

researchresearch andand developmentdevelopment..
44 LackLack ofof continuouscontinuous professionalprofessional developmentdevelopment4.4.LackLack ofof continuouscontinuous professionalprofessional developmentdevelopment..
5.5.PoorPoor buildingbuilding materialsmaterials whichwhich dodo notnot meetmeet specificationsspecifications..
6.6.PoorPoor designdesign byby inexperiencedinexperienced architectsarchitects andand engineersengineers..
7.7.ShortShort constructionconstruction periodperiod..
8.8.ConflictConflict ofof interestinterest amongamong thethe contractualcontractual partiesparties..



Implementing ISO 9000 Quality Management SystemImplementing ISO 9000 Quality Management System

TheThe 1414 essentialessential steps,steps, brieflybriefly describeddescribed below,below, areare toto bebe followedfollowed throughthrough inin
orderorder toto implementimplement ISOISO 90009000 qualityquality managementmanagement systemsystem successfullysuccessfully..

StepStep 11:: TopTop managementmanagement commitmentcommitmentpp pp gg
StepStep 22:: EstablishEstablish implementationimplementation teamteam
StepStep 33.. StartStart ISOISO 90009000 awarenessawareness programsprograms
StepStep 44:: ProvideProvide TrainingTraining
StepStep 55.. ConductConduct initialinitial statusstatus surveysurvey
StepStep 66:: CreateCreate aa documenteddocumented implementationimplementation planplan
StepStep 77.. DevelopDevelop qualityquality managementmanagement systemsystem documentationdocumentation
StepStep 88:: DocumentDocument controlcontrol
StepStep 99.. ImplementationImplementation
StepStep 1010.. InternalInternal qualityquality auditaudit
StSt 1111 M tM t iiStepStep 1111.. ManagementManagement reviewreview
StepStep 1212.. PrePre--assessmentassessment auditaudit
StepStep 1313.. CertificationCertification andand registrationregistration
StepStep 1414:: ContinualContinual ImprovementImprovementStepStep 1414:: ContinualContinual ImprovementImprovement



Implementing ISO 9000 Quality Management SystemImplementing ISO 9000 Quality Management System

StepStep 11:: TopTop ManagementManagement CommitmentCommitment

 TheThe toptop managementmanagement (managing(managing directordirector oror chiefchief executive)executive) shouldshould demonstratedemonstrate aa
commitmentcommitment andand aa determinationdetermination toto implementimplement anan ISOISO 90009000 qualityquality managementmanagement
systemsystem inin thethe organizationorganization..

 WithoutWithout toptop managementmanagement commitment,commitment, nono qualityquality initiativeinitiative cancan succeedsucceed..

TheThe toptop managementmanagement shouldshould provideprovide evidenceevidence ofof itsits commitmentcommitment toto thethe developmentdevelopment
andand implementationimplementation ofof thethe qualityquality managementmanagement systemsystem andand continuallycontinually improveimprove itsits
effectivenesseffectiveness byby::
1.1. CommunicatingCommunicating toto thethe organizationorganization thethe importanceimportance ofof meetingmeeting customercustomer asas wellwell asas

statutorystatutory andand regulatoryregulatory requirements,requirements,
2.2.  Defining Defining thethe organization'sorganization's qualityquality policypolicy andand makemake thisthis knownknown toto everyevery employeeemployee..
33  Ensuring Ensuring thatthat qualityquality objectivesobjectives areare establishedestablished atat allall levelslevels andand functionsfunctions3.3.  Ensuring Ensuring thatthat qualityquality objectivesobjectives areare establishedestablished atat allall levelslevels andand functionsfunctions..
4.4. EnsuringEnsuring thethe availabilityavailability ofof resourcesresources requiredrequired forfor thethe developmentdevelopment andand

implementationimplementation ofof thethe qualityquality managementmanagement system,system,
5.5.  Appointing Appointing aa managementmanagement representativerepresentative toto coordinatecoordinate qualityquality managementmanagement systemsystem

activities,activities, andand ConductingConducting managementmanagement reviewreview..



Implementing ISO 9000 Quality Management SystemImplementing ISO 9000 Quality Management System
StepStep 22.. EstablishEstablish ImplementationImplementation TeamTeam

EstablishEstablish implementationimplementation teamteam andand appointappoint aa ManagementManagement RepresentativeRepresentative (MR)(MR) asas
itsits coordinatorcoordinator toto planplan andand overseeoversee implementationimplementation ItsIts membersmembers shouldshould includeincludeitsits coordinatorcoordinator toto planplan andand overseeoversee implementationimplementation.. ItsIts membersmembers shouldshould includeinclude
representativesrepresentatives ofof allall functionsfunctions ofof thethe organizationorganization --Marketing,Marketing, DesignDesign andand development,development,
Planning,Planning, Production,Production, QualityQuality control,control, etcetc..

ThTh MRMR h ldh ld ll tt thth i ti ’i ti ’ " lit" lit tt tt h i "h i "TheThe MRMR shouldshould alsoalso actact asas thethe organization’sorganization’s "quality"quality managementmanagement systemsystem champion,"champion,"
andand mustmust bebe aa personperson withwith::
1.1. TotalTotal backingbacking fromfrom thethe CEO,CEO,
2.2. GenuineGenuine andand passionatepassionate commitmentcommitment toto qualityquality inin generalgeneral andand thethe ISOISO 90009000 qualityqualitypp q yq y gg q yq y

managementmanagement systemsystem inin particular,particular,
3.3. TheThe dignitydignity -- resultingresulting fromfrom rank,rank, seniority,seniority, oror bothboth -- toto influenceinfluence managersmanagers andand othersothers

ofof allall levelslevels andand functions,functions,
44   DetailedDetailed knowledgeknowledge ofof qualityquality methodsmethods inin generalgeneral andand ISOISO 90009000 inin particularparticular4.4.   DetailedDetailed knowledgeknowledge ofof qualityquality methodsmethods inin generalgeneral andand ISOISO 90009000 inin particularparticular..

TheThe membersmembers ofof thethe implementationimplementation teamteam shouldshould alsoalso bebe trainedtrained onon ISOISO 90009000 qualityquality
managementmanagement systemssystems byby aa professionalprofessional trainingtraining organizationorganization..gg yy yy pp gg gg



Implementing ISO 9000 Quality Management SystemImplementing ISO 9000 Quality Management System
StepStep 33.. StartStart ISOISO 90009000 AwarenessAwareness ProgramsPrograms

 ISOISO 90009000 awarenessawareness programsprograms shouldshould bebe conductedconducted toto communicatecommunicate toto thethe
employeesemployees thethe aimaim ofof thethe ISOISO 90009000 qualityquality managementmanagement systemsystem;;employeesemployees thethe aimaim ofof thethe ISOISO 90009000 qualityquality managementmanagement systemsystem;;

 TheThe advantageadvantage itit offersoffers toto employees,employees, customerscustomers andand thethe organizationorganization;; howhow itit willwill
workwork;; andand theirtheir rolesroles andand responsibilitiesresponsibilities withinwithin thethe systemsystem..

 SuppliersSuppliers ofof materialsmaterials andand componentscomponents shouldshould alsoalso participateparticipate inin thesethese programsprograms..

 TheThe awarenessawareness programprogram shouldshould emphasizeemphasize thethe benefitsbenefits thatthat thethe organizationorganization expectsexpects TheThe awarenessawareness programprogram shouldshould emphasizeemphasize thethe benefitsbenefits thatthat thethe organizationorganization expectsexpects
toto realizerealize throughthrough itsits ISOISO 90009000 qualityquality managementmanagement systemsystem..

 TheThe programprogram shouldshould alsoalso stressstress thethe higherhigher levelslevels ofof participationparticipation andand selfself--directiondirection
thatthat thethe qualityquality managementmanagement systemsystem rendersrenders toto employeesemployees.. SuchSuch aa focusfocus willwill gogo farfar
toto enlistenlist employeeemployee supportsupport andand commitmentcommitment..

 TheThe programsprograms couldcould bebe runrun eithereither byby thethe implementationimplementation teamteam oror byby expertsexperts hiredhired toto TheThe programsprograms couldcould bebe runrun eithereither byby thethe implementationimplementation teamteam oror byby expertsexperts hiredhired toto
talktalk toto differentdifferent levelslevels ofof employeesemployees



Implementing ISO 9000 Quality Management SystemImplementing ISO 9000 Quality Management System
StepStep 44.. ProvideProvide TrainingTraining

 SinceSince thethe ISOISO 90009000 qualityquality managementmanagement systemsystem affectsaffects allall thethe areasareas andand allall
personnelpersonnel inin thethe organizationorganization trainingtraining programsprograms shouldshould bebe structuredstructured forfor differentdifferentpersonnelpersonnel inin thethe organization,organization, trainingtraining programsprograms shouldshould bebe structuredstructured forfor differentdifferent
categoriescategories ofof employeesemployees -- seniorsenior managers,managers, middlemiddle--levellevel managers,managers, supervisorssupervisors andand
workersworkers.. TheThe ISOISO 90009000 implementationimplementation planplan shouldshould makemake provisionprovision forfor thisthis trainingtraining..

 ThTh t i it i i h ldh ld thth b ib i tt ff litlit tt tt dd TheThe trainingtraining shouldshould covercover thethe basicbasic conceptsconcepts ofof qualityquality managementmanagement systemssystems andand
thethe standardstandard andand theirtheir overalloverall impactimpact onon thethe strategicstrategic goalsgoals ofof thethe organization,organization, thethe
changedchanged processes,processes, andand thethe likelylikely workwork cultureculture implicationsimplications ofof thethe systemsystem..

 InitialInitial trainingtraining maymay alsoalso bebe necessarynecessary onon writingwriting qualityquality manuals,manuals, proceduresprocedures andand
workwork instructioninstruction;; auditingauditing principlesprinciples;; techniquestechniques ofof laboratorylaboratory managementmanagement;;
calibrationcalibration;; testingtesting procedures,procedures, etcetc..

 WhenWhen inin--househouse capacitycapacity toto carrycarry outout suchsuch trainingtraining isis notnot availableavailable,, itit maymay bebe
necessarynecessary toto participateparticipate inin externalexternal trainingtraining coursescourses runrun byby professionalprofessional trainingtraining
organizationsorganizations.. Alternatively,Alternatively, anan externalexternal trainingtraining institutioninstitution couldcould bebe invitedinvited toto
conductconduct inin househouse trainingtraining coursescoursesconductconduct inin--househouse trainingtraining coursescourses..
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StepStep 55.. ConductConduct InitialInitial StatusStatus SurveySurvey

 ISOISO 90009000 doesdoes notnot requirerequire duplicationduplication ofof efforteffort oror redundantredundant systemsystem.. TheThe goalgoal ofof
ISOISO 90009000 isis toto createcreate aa qualityquality managementmanagement systemsystem thatthat conformsconforms toto thethe standardstandardISOISO 90009000 isis toto createcreate aa qualityquality managementmanagement systemsystem thatthat conformsconforms toto thethe standardstandard..

 WithWith thethe aidaid ofof thethe flowflow charts,charts, aa recordrecord ofof existingexisting qualityquality managementmanagement systemsystem
shouldshould bebe establishedestablished..

 TheThe basicbasic approachapproach isis toto determinedetermine andand recordrecord howhow aa processprocess isis currentlycurrently carriedcarried outout..
InIn introducingintroducing aa qualityquality managementmanagement system,system, thethe emphasisemphasis isis onon thethe improvementimprovement
ofof thethe existingexisting processesprocesses oror thethe rere--organizationorganization ofof processesprocesses..gg pp gg pp

 InIn general,general, thethe stepssteps toto followfollow areare thethe followingfollowing::
1.1. AscertainAscertain andand establishestablish thethe followingfollowing:: WhatWhat isis thethe presentpresent operation/process?operation/process? WhatWhat alreadyalready

exists?exists?exists?exists?
2.2. AnalyzeAnalyze thethe relevantrelevant sectionssections ofof thethe qualityquality standardstandard -- ISOISO 90019001::20002000:: WhatWhat isis actuallyactually

required?required?
3.3.  If If necessary,necessary, supplementsupplement andand changechange operationaloperational arrangementsarrangements inin accordanceaccordance withwith thethe

standard,standard, developdevelop documentsdocuments andand records,records, andand describedescribe operations/operations/ processesprocesses::standard,standard, developdevelop documentsdocuments andand records,records, andand describedescribe operations/operations/ processesprocesses::
4.4. WhatWhat isis thethe desireddesired operation/process?operation/process?
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StepStep 66.. CreateCreate aa DocumentedDocumented ImplementationImplementation PlanPlan
 OnceOnce thethe organizationorganization hashas obtainedobtained aa clearclear picturepicture ofof howhow itsits qualityquality managementmanagement

systemsystem comparescompares withwith thethe ISOISO 90019001::20002000 standard,standard, allall nonnon--conformancesconformances mustmust bebe
addressedaddressed withwith aa documenteddocumented implementationimplementation planplan..pp pp

TheThe implementationimplementation planplan shouldshould bebe thoroughthorough andand specific,specific, detailingdetailing::
1.1.  QualityQuality documentationdocumentation toto bebe developeddeveloped

  2.2.  ObjectiveObjective ofof thethe systemsystem
3.3.  PertinentPertinent ISOISO 90019001::20002000 sectionsection
4.4.  PersonPerson oror teamteam responsibleresponsible
55   ApprovalApproval requiredrequired5.5.  ApprovalApproval requiredrequired
6.6.  TrainingTraining requiredrequired
7.7.  ResourcesResources requiredrequired
8.8.  EstimatedEstimated completioncompletion datedate  pp

TheseThese elementselements shouldshould bebe organizedorganized intointo aa detaileddetailed chart,chart, toto bebe reviewedreviewed andand
approvedapproved.. TheThe planplan shouldshould definedefine thethe responsibilitiesresponsibilities ofof differentdifferent departmentsdepartments andand
personnelpersonnel andand setset targettarget datesdates forfor thethe completioncompletion ofof activitiesactivities OnceOnce approvedapproved thethepersonnelpersonnel andand setset targettarget datesdates forfor thethe completioncompletion ofof activitiesactivities.. OnceOnce approved,approved, thethe
ManagementManagement RepresentativeRepresentative shouldshould control,control, reviewreview andand updateupdate thethe planplan asas thethe
implementationimplementation processprocess proceedsproceeds..
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StepStep 77.. DevelopDevelop QualityQuality ManagementManagement SystemSystem DocumentationDocumentation

DocumentationDocumentation isis thethe mostmost commoncommon areaarea ofof nonnon--conformanceconformance amongamong
i tii ti i hii hi tt i l ti l t ISOISO 90009000 litlit tt ttorganizationsorganizations wishingwishing toto implementimplement ISOISO 90009000 qualityquality managementmanagement systemssystems..

DocumentationDocumentation ofof thethe qualityquality managementmanagement systemsystem shouldshould includeinclude::
  ff1.1.   DocumentedDocumented statementsstatements ofof aa qualityquality policypolicy andand qualityquality objectives,objectives, AA
qualityquality manualmanual,,

2.2.   DocumentedDocumented proceduresprocedures andand recordsrecords requiredrequired byby thethe standardstandard ISOISO
90019001::20002000 andand90019001::20002000,, andand

3.3.   DocumentsDocuments neededneeded byby thethe organizationorganization toto ensureensure thethe effectiveeffective planning,planning,
operationoperation andand controlcontrol ofof itsits processesprocesses..

AA listlist ofof thethe documentsdocuments toto bebe preparedprepared shouldshould bebe drawndrawn upup andand thethe
responsibilityresponsibility forfor writingwriting thethe documentsdocuments shouldshould bebe assignedassigned toto thethe personspersons
concernedconcerned inin variousvarious functionalfunctional departmentsdepartments.. TheyThey shouldshould bebe advisedadvised toto
prepareprepare thethe draftsdrafts withinwithin aa specificspecific timetime frameframe..
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StepStep 88:: DocumentDocument ControlControl

OnceOnce thethe necessarynecessary qualityquality managementmanagement systemsystem documentationdocumentation hashas beenbeen generated,generated,
aa documenteddocumented systemsystem mustmust bebe createdcreated toto controlcontrol itit ControlControl isis simplysimply aa meansmeans ofofaa documenteddocumented systemsystem mustmust bebe createdcreated toto controlcontrol itit.. ControlControl isis simplysimply aa meansmeans ofof
managingmanaging thethe creation,creation, approval,approval, distribution,distribution, revision,revision, storage,storage, andand disposaldisposal ofof thethe
variousvarious typestypes ofof documentationdocumentation.. DocumentDocument controlcontrol systemssystems shouldshould bebe asas simplesimple andand asas
easyeasy toto operateoperate asas possiblepossible ---- sufficientsufficient toto meetmeet ISOISO 90019001::20002000 requirementsrequirements..

DocumentDocument controlcontrol shouldshould includeinclude::
1.1.   ApprovalApproval forfor adequacyadequacy byby authorizedauthorized personperson (s)(s) beforebefore issue,issue,
2.2.   Review,Review, updatingupdating andand rere--approvalapproval ofof documentsdocuments byby authorizedauthorized personperson (s),(s),  ,, p gp g pppp yy pp ( ),( ),
3.3.   IdentificationIdentification ofof changeschanges andand ofof thethe revisionrevision statusstatus ofof documents,documents,
4.4.   AvailabilityAvailability ofof relevantrelevant versionsversions ofof documentsdocuments atat pointspoints ofof use,use,
5.5.   IdentificationIdentification andand controlcontrol ofof documentsdocuments ofof externalexternal origin,origin,

  6.6.   AssuranceAssurance ofof legibilitylegibility andand identifabilityidentifability ofof documents,documents, andand
7.7.   PreventionPrevention ofof unintendedunintended useuse ofof obsoleteobsolete documentsdocuments..

TheThe principleprinciple ofof ISOISO 90009000 documentdocument controlcontrol isis thatthat employeesemployees shouldshould havehave accessaccessTheThe principleprinciple ofof ISOISO 90009000 documentdocument controlcontrol isis thatthat employeesemployees shouldshould havehave accessaccess
toto thethe documentationdocumentation andand recordsrecords neededneeded toto fulfillfulfill theirtheir responsibilitiesresponsibilities..
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StepStep 99.. ImplementationImplementation

 ItIt isis goodgood practicepractice toto implementimplement thethe qualityquality managementmanagement systemsystem beingbeing documenteddocumented
asas thethe documentationdocumentation isis developeddeveloped althoughalthough thisthis maymay bebe moremore effectiveeffective inin largerlargerasas thethe documentationdocumentation isis developed,developed, althoughalthough thisthis maymay bebe moremore effectiveeffective inin largerlarger
firmsfirms..

 InIn smallersmaller companies,companies, thethe qualityquality managementmanagement systemsystem isis oftenoften implementedimplemented allall atat
th h tth h t thth i tii tionceonce throughoutthroughout thethe organizationorganization..

 WhereWhere phasedphased implementationimplementation takestakes place,place, thethe effectivenesseffectiveness ofof thethe systemsystem inin
selectedselected areasareas cancan bebe evaluatedevaluated..

 ItIt wouldwould bebe aa goodgood ideaidea initiallyinitially toto evaluateevaluate areasareas wherewhere thethe chanceschances ofof aa positivepositive
evaluationevaluation areare high,high, toto maintainmaintain thethe confidenceconfidence ofof bothboth managementmanagement andand staffstaff inin thethe
meritsmerits ofof implementingimplementing thethe qualityquality managementmanagement systemsystemmeritsmerits ofof implementingimplementing thethe qualityquality managementmanagement systemsystem..

 TheThe implementationimplementation progressprogress shouldshould bebe monitoredmonitored toto ensureensure thatthat thethe qualityquality
managementmanagement systemsystem isis effectiveeffective andand conformsconforms toto thethe standardstandard.. TheseThese activitiesactivities
includeinclude internalinternal qualityquality audit,audit, formalformal correctivecorrective actionaction andand managementmanagement reviewreview..
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StepStep 1010.. InternalInternal QualityQuality AuditAudit

•• AsAs thethe systemsystem isis beingbeing installed,installed, itsits effectivenesseffectiveness shouldshould bebe checkedchecked byby regularregular
internalinternal qualityquality auditsauditsinternalinternal qualityquality auditsaudits..

•• InternalInternal qualityquality auditsaudits areare conductedconducted toto verifyverify thatthat thethe installedinstalled qualityquality managementmanagement
systemsystem::
 ConformConform toto thethe plannedplanned arrangements,arrangements, toto thethe requirementsrequirements ofof thethe standardstandard (ISO(ISO

90019001::20002000)) andand toto thethe qualityquality managementmanagement systemsystem requirementsrequirements establishedestablished byby
youryour organization,organization, andand

 IsIs effectivelyeffectively implementedimplemented andand maintainedmaintained..yy pp

•• EvenEven afterafter thethe systemsystem stabilizesstabilizes andand startsstarts functioning,functioning, internalinternal auditsaudits shouldshould bebe
plannedplanned andand performedperformed asas partpart ofof anan ongoingongoing strategystrategy..

•• AA fewfew staffstaff membersmembers shouldshould bebe trainedtrained toto carrycarry outout internalinternal auditingauditing..

•• UseUse ISOISO 1901119011 forfor guidanceguidance inin auditing,auditing, auditorauditor qualificationqualification andand programmesprogrammes..UseUse ISOISO 1901119011 forfor guidanceguidance inin auditing,auditing, auditorauditor qualificationqualification andand programmesprogrammes..
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StepStep 1111.. ManagementManagement ReviewReview

•• WhenWhen thethe installedinstalled qualityquality managementmanagement systemsystem hashas beenbeen operatingoperating forfor threethree toto sixsix
monthsmonths anan internalinternal auditaudit andand managementmanagement reviewreview shouldshould bebe conductedconducted andandmonths,months, anan internalinternal auditaudit andand managementmanagement reviewreview shouldshould bebe conductedconducted andand
correctivecorrective actionsactions implementedimplemented..

•• TheThe inputinput toto managementmanagement reviewreview shouldshould includeinclude informationinformation onon::
1.1. ResultsResults ofof audits,audits,
2.2. CustomerCustomer feedfeed back,back,
3.3. ProcessProcess performanceperformance andand productproduct conformity,conformity,
44 StatusStatus ofof preventivepreventive andand correctivecorrective actionsactions4.4. StatusStatus ofof preventivepreventive andand correctivecorrective actions,actions,
5.5. FollowFollow--upup actionsactions fromfrom previousprevious managementmanagement reviews,reviews,
6.6. ChangesChanges thatthat couldcould affectaffect thethe qualityquality managementmanagement system,system, andand
7.7. RecommendationsRecommendations forfor improvementsimprovements..pp

•• ManagementManagement reviewsreviews shouldshould alsoalso addressaddress thethe pitfallspitfalls toto effectiveeffective implementationimplementation,,
includingincluding lacklack ofof CEOCEO commitment,commitment, failurefailure toto involveinvolve everyoneeveryone inin thethe process,process, andand
failurefailure toto monitormonitor progressprogress andand enforceenforce deadlinesdeadlinesfailurefailure toto monitormonitor progressprogress andand enforceenforce deadlinesdeadlines..
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StepStep 1212.. PrePre--assessmentassessment AuditAudit
•• WhenWhen systemsystem deficienciesdeficiencies areare nono longerlonger visible,visible, itit isis normallynormally timetime toto applyapply forfor

certificationcertification..
•• HoweverHowever beforebefore doingdoing soso aa prepre--assessmentassessment auditaudit shouldshould bebe arrangedarranged withwith ananHowever,However, beforebefore doingdoing so,so, aa prepre assessmentassessment auditaudit shouldshould bebe arrangedarranged withwith anan

independentindependent andand qualifiedqualified auditorauditor..
•• SometimesSometimes certificationcertification bodiesbodies provideprovide thisthis serviceservice forfor aa nominalnominal chargecharge..
•• TheThe prepre--assessmentassessment auditaudit wouldwould provideprovide aa degreedegree ofof confidenceconfidence forfor formallyformally goinggoing

h dh d ithith li tili ti ff tifi titifi tiaheadahead withwith anan applicationapplication forfor certificationcertification..

StepStep 1313.. CertificationCertification andand RegistrationRegistration
•• OnceOnce thethe qualityquality managementmanagement systemsystem hashas beenbeen inin operationoperation forfor aa fewfew monthsmonths andandOnceOnce thethe qualityquality managementmanagement systemsystem hashas beenbeen inin operationoperation forfor aa fewfew monthsmonths andand

hashas stabilizedstabilized,, aa formalformal applicationapplication forfor certificationcertification couldcould bebe mademade toto aa selectedselected
certificationcertification agencyagency..

•• TheThe certificationcertification agencyagency firstfirst carriescarries outout anan auditaudit ofof thethe documentsdocuments (referred(referred toto asas anan
"adequacy"adequacy audit")audit") IfIf thethe documentsdocuments conformconform toto thethe requirementsrequirements ofof thethe qualityqualityadequacyadequacy audit )audit ).. IfIf thethe documentsdocuments conformconform toto thethe requirementsrequirements ofof thethe qualityquality
standard,standard, thenthen onon--sitesite auditaudit isis carriedcarried outout..

•• IfIf thethe certificationcertification bodybody findsfinds thethe systemsystem toto bebe workingworking satisfactorily,satisfactorily, itit awardsawards thethe
organizationorganization aa certificate,certificate, generallygenerally forfor aa periodperiod ofof threethree yearsyears..

•• DuringDuring thisthis threethree--yearyear period,period, itit willwill carrycarry outout periodicperiodic surveillancesurveillance auditsaudits toto ensureensure
thatthat thethe systemsystem isis continuingcontinuing toto operateoperate satisfactorilysatisfactorily..
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StepStep 1414:: ContinualContinual ImprovementImprovement
•• CertificationCertification toto ISOISO 90009000 shouldshould notnot bebe anan endend.. YouYou shouldshould continuallycontinually seekseek toto

improveimprove thethe effectivenesseffectiveness andand suitabilitysuitability ofof thethe qualityquality managementmanagement systemsystem throughthrough
thethe useuse ofof::

1.1. QualityQuality policypolicy
2.2. QualityQuality objectivesobjectives
3.3. AuditAudit resultsresults
4.4. AnalysisAnalysis ofof datadata
5.5. CorrectiveCorrective andand preventivepreventive actionsactions
6.6. ManagementManagement reviewreview


