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Maja is part of gmsWrapper Customer support. She is always

here to help with any inquiry 1SO 9001:2015 implementation
and maintenance through gmsWrapper. She also takes part

in writing many other articles. And now, she is a part of

the Author team.

The ISO 9001 standard is one of the most popular standards

in the business world. All organizations that want to improve their business,
products and services and make their customers more satisfied, strive to
implement a quality management system. ISO 9001 is an international
standard that specifies a minimum set of requirements for an effective QMS.
When | entered the world of QMS, the basic thing was to read and
understand the standard. As with most people, understanding the standards
was difficult for me too, so | consulted with colleagues and the internet
(google, forums, etfc.). It took me a lot of time to fully understand

the standard.

Just as gmsWrapper software helps to implement and manage QMS,
our team aspire to inform our followers and users about all important
topics, news, etc. For beginners we are always there to refer them
and prepare contents like this ISO 9001 standard - master class.
This “Guide” consists of 24 chapters that explain

each part of the standard. The lessons are short
and understandable to everyone, even those
who are not from the Quality world.
Start learning ISO 9001 and become
a QMS expert in your company.
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Introduction (Scope, normative
references, terms, and definitions)

LECTURE SUMMARY:

e Byimplementing ISO 9001 standard you are showing to the world
you care about your customers.

* Youneedto follow a set of requirements to prove your ability
to achieve this.

e Donotworry, there are terms and conditions to clarify anything
if you do not understand something.

If you don’t know anything about the ISO 9001 and you want to learn and
actually understand it, you are in the right place. Step by step, requirement
per requirement, we will explain it to you.

Implementing this standard is a mature way to show your customers
that you care about them, by committing to quality and giving the best
quality products.

Did you know some companies don’t work with other ones who have not
implemented the standard? By implementing the standard you are building
your reputation as a company that shows you can be trusted.

To begin with what standard represents. This standard is made to help
companies to satisfy customers by fulfilling requirements along with
relevant national and international regulations.

What are the requirements here?

Scope
So, as we said, you (refers to your company) decide to implement the
ISO 9001 standard. In that case, you will be required to, through the use



of the methods described here, demonstrate its ability to identify customer
requirements, and provide products and services according to these
requirements.

In meanwhile, you have to consider the application of relevant applicable
regulatory, statutory, or other requirements. In other words, the purposes
presented in this clause must be reflected through the QMS of the
organization. How? By applying the quality management tools and
instruments suggested in the standard, such as setting and defining quality
policy, quality objectives, planning processes, and much more.

Normative references
A normative reference lists other ISO or IEC documents or standards that
are necessary for the application of the standard. For example, when you
are discussing and planning activities related to customer focus and you are
not sure what the definition of customer focus is, you may turn to the
ISO 9000 Standard and understand how the ISO 9001 Standard interprets
the issue of customer focus.

Terms and definitions
Clause 3 of the standard—Terms and Definitions are necessary to clarify
matters and disputes regarding the terms and definitions mentioned in the
1SO 9001 Standard. The terms and definitions givenin ISO 9000:2015 apply
tothe ISO 9001 Standard. Put differently, when you stumble upon aterminthe
1SO 9001 Standard thatisunfamiliarto you, you cannotinterpret it
correctly or you have a dispute with another on the meaning, you may turn
tothe ISO 9000 Standard and resolve the conflict.

The first step in implementing
IS0 9001 is understanding.



https://www.qmswrapper.com/blog/qms-for-beginners-a-quick-guide-on-where-to-start-part-1

Understanding the organization
and its context

LECTURE SUMMARY:

e Understanding the context of your organization is key to a correct
business strategy.

* Youneedto consider only issues that can affect customer
satisfaction.

e Youare responsible for monitoring and reviewing information about
any interested parties and their relevant requirements.

Even just understanding your company falls within the essential
requirements of the ISO 9001 standard. Why is this so important?

Every organization is founded from different business entities (functions
or systems—internal or external) that typically correlate with each other.
This means you have to properly analyze every possible influence of
various elements on the organization and how they would reflect on

the Quality Management System. Also, it considers detecting risks and
opportunities regarding your business. That’s why it’s important.

Understanding the context of your organization is key to a correct business
strategy, let alone a correct quality strategy. It’s the foundation of your well
established QMS.

The ISO 9001 standard does not prescribe any
specific system for determining the context of any
organization; it just describes a few

legitimate steps and milestones. C E RTIFIED


https://www.qmswrapper.com/files/whitepapers/Checklist_9001/QMS_for_ISO_9001_2015.pdf

Main goal
The main goal of understanding the context of your organization is to
identify the external and internal issues. Those issues have to be relevant
to the goals and ambitions of your company. Every area of expertise,
sector, market, or product family has its relevant issues that are affecting
your organizational context.

Those issues can be the availability of resources needed for the realization,
Statutory and regulatory requirements, Competence of the human resource,
technology changes, etc...

Internal and external issues
You should set up processes to seize, monitor, and review these issues.
It’'s important to identify the internal issues that can affect your
organization’s products, services, investments, and interested parties.
The same goes for external issues.

Internal issues can include regulatory requirements, plan for objectives,
relations with the employees, stakeholders, partners, and suppliers, then
things like risk appetites, assets, products or service, etc.

External issues are more considered as issues that occur in the social,
technological, environmental, ethical, legal, and economic background.

Interested parties and regular reviews and monitoring
So, all your customers, partners, employees can affect your company.
You have to keep in mind, they can influence your ability to consistently
provide a product or a service that meets your customers’ needs, legal
requirements, and regulations. It also affects the ability to enhance
customer satisfaction by successfully applying your system.

You have to regularly review and monitor all internal and external issues that
you have identified.

It is often recommended to do PEST, then SWOT analysis, because they are
useful, took for understanding how your business environment behaves
and affects your QMS.



Leadership and commitment

LECTURE SUMMARY:

» Top management will have to supply evidence for its actions and
improvements of QMS if they want to prove their commitment.

e [SO 9001 standard lays out the principles for delegating authorities
and responsibilities.

o Enhance customer satisfaction by ensuring you identify customer
requirements.

You probably heard the saying: “Commitmentis the key to success”.
So, in this case, the success of implementing a quality management system
depends on the commitment of the top management.

The success of implementing
a quality management system

depends on the commitment
of the top management.

Top management
This is about top management and their responsibilities. ISO S001
standard wants to make sure they will implement QMS effectively. That’s
why this clause lays out the principles and expected actions from the Top
management regarding their commitment to the QMS. To prove
commitment, top management will have to supply evidence for its actions
and improvements of QMS.



So, why is leadership so important to the ISO 9001 standard? Because
leadership is like the steering wheel of the company. It gives directions and
strategies. Their obligation is to create an environment and conditions that
will support the QMS and in which employees will become completely
involved in achieving quality objectives.

They need to empower people at all levels of the organization, giving them
certain authorizations, and delegating responsibilities of various areas of
the QMS. This also includes training needed for the development of human
resources for the operation of your quality management system.

For you, as an organization, it is important to show the evidence that the top
management does their managerial activities and that these activities
receive and produce the according to inputs and outputs.

Point is to provide leadership by focusing on quality and customers,
establishing quality policy, and defining QMS roles and responsibilities.

Customer focus
Your company depends on your customers. Therefore, customer focus is,
naturally, one of the quality principles that the ISO 9001 standard is based
upon. It is fop management’s responsibility to highlight this focus
throughout your organization.

It is important for everyone in the company, to understand customer needs,
requirements, and expectations.

The main goal in this part of the ISO 9001 standard is to define the conftrols
for the top management regarding the commitment to meeting customer
and regulatory requirements and reviewing products or services.

During the internal audit, make sure to evaluate if customer satisfaction is
adequately determined. And undertake appropriate corrective action when
things go wrong.



Policy: establishing
and communicating
the quality policy

LECTURE SUMMARY:

e The quality policy is a document where you should state your
commitment to your improvement.

e Youneedto apply it throughout the organization and make
the quality policy is available to any relevant interested parties.

» Youshould keep it simple and keep it relevant to your company.

A quality policy is a document that provides guidelines, ‘
intentions, and goals of your company referring to quality

intentions. When creating one, you will describe your

company’s strategy and policies that will serve

various interested parties. Make it fo be a more practical

and useful document rather than just a documented

statement. Include the strategy for continual improvement.

And its fop management’s responsibility to involve

interested parties through the exchange of information.

Plus, it’s their commitment to distribute the quality policy and communicate
it within the organization.

Always remember—you must provide the employees with conditions
in which they will feel committed to achieving the objectives of
the organization.

Here is a hint for you on how to structure or plan your Quality Policy.

First, write the details of the organization, and then details of people who
wrote it and who approved it. Describe the purpose of your company and the
framework of your Quality Management System. Include which



https://www.qmswrapper.com/blog/the-purpose-of-a-quality-management-system

departments, facilities, branches, or affiliates in the QMS applies.
Plus, do not forget the organizational structure.

Establishing quality policy
By establishing quality policy an ISO 9001 standard wants to say, besides
creating it and maintaining it, that you have to write in such a way to match
with the purpose of your company’s nature. Ensure to show the company’s
commitment, such as meeting applicable requirements like customer or
regulatory requirements.

Communicating the quality policy
You have to make sure to promote quality policy throughout the company.
All the employees should be aware of the Quality Policy and are required to
work according to this policy. And there are many ways of doing this. First,
all employees must understand the importance and impact of the quality
policy on the work they do. Of course, it has to be reviewed from time to time
by top management. Changes that require quality policy reviews are things
like changes in management, ownership, relocation, products, etc.

Quality Policy Example
Here is how one sample of quality policy sounds
like: “We practice continual Improvementto
achieve customer delight by providing
Customer-Centric, Cost-effective, Timely and
Qualitative software solutions.”

Keep in mind that sometimes auditors like to like to

testif employees are aware of itand if they

understand it; sointernal communication of the

quality policy statementis vital for ISO certification and is understood within
yourcompany.

Do notunderestimate this part while doing the infernal audit.
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Organizational Roles,
Responsibilities, and Authorities

LECTURE SUMMARY:

 Top Management is by definition a person or group of people who
instruct and control an organization at the highest level (within the scope
of the quality management system).

o Therequirements on responsibility and authority are divided into two
parts: one general and the other relating to people with particular roles.

o Each person responsible for elements of the event planning cycle
and event operation must be clearly assigned the appropriate role for
implementing the sustainable event management system.

Organizational structure
The organizational structure is the definition of hierarchy in the
organization and relates to the nature of the organization. Through the
structure, you need to describe all the functions, roles, and relations in your
company. Although there are no specific requirements regarding the
documentation of the organizational structure, we strongly recommend you
to include an organizational chart in the quality policy. You have to define
and describe every role in the organizational structure. And very
importantly, every job description must be equivalent to the processes
included in your QMS, because it will ensure the effectiveness of
process realization.

Job description
While making a job description, you have to include the title of the role,
to whom must they report at the end of the day, the responsibility,
authorities, etc. While writing descriptions watch out to clearly define roles
and responsibilities. What does that mean? It means that for every role it
has to correspond to the list of processes included in the QMS. This will en-



sure the effectiveness of process realization. The job description
specifies the daily function of a role and organizes the list of responsibilities
and authorities of a specific role.

Responsibilities
Of course, each employee needs to know who is responsible for the various
components of the QMS. It is necessary for successful implementation. It is
recommended to make a list of the main people in the company and their job
descriptions, responsibilities, along with an organizational chart as they
relate to the QMS, and make it available to all employees.

ISO 9001 standard is setting a certain level of engagement of the top
management, and relations between the quality management and the
tfop management.

Management representative
The best practice is that top management appoint a representative on its
behalf that will have the authority and responsibility for the QMS in the
organization and the following roles regarding the QMS. The management
representative has two challenging tasks:

1. To examine the status of the QMS
2. Report it to the top management

Note that representative may be an external responsible body in which the
top management has confidence, for example, a consulting company. And
of course, it is recommended that the representative have the appropriate
background and knowledge of the area, technologies, and nature of the
organization and the field of the QMS for which he is responsible.

In gmsWrapper, you can define
and assign different QMS roles

to different employee based on
the company’s needs, size,

and organization type.

3



https://www.qmswrapper.com/use-cases/how-to-define-company-roles-in-qmswrapper
https://www.qmswrapper.com/use-cases/how-to-define-company-roles-in-qmswrapper
https://www.qmswrapper.com/use-cases/how-to-define-company-roles-in-qmswrapper

Planning: Actions to address
risks and opportunities

LECTURE SUMMARY

 When planning how to address risks and opportunities the best way
is risk-based thinking.

e Risk-based thinking will guide your top management to make better
decisions.

e Plan actions to address risks then integrate them into processes
and later evaluate the effectiveness of actions.

This part of the ISO 9001 standard highlights risk-based thinking. Why?
Because it will help you by directing you to look and see opportunities, to
address risks that will guide you to better and safe decisions. Risk-based
thinking is a ground base for the ‘preventive action’ concept. It forces you to
look at what, who, how, and when these risks must be addressed.

But, the difference between risk-based thinking and preventive action lies
in the fact that in preventive action, a QMS is relying on employees to detect
and report potential risks and initiate preventive action.

Risk management strategy
The ISO 9001 standard particularly implies that you do not formally have to
have a certain methodology for applying risk management. But you can
independently decide, as an organization whether and how to develop
a more extensive risk management methodology.

Risk-based thinking makes
preventive action part of

the routine. With gmsWtrapper,
the risk is under control.



https://youtu.be/QBBwAF_Oadw

When planning to apply risk-based thinking, you must consider the entire
life-cycle of processes or products. Therefore, we suggest these
processes for implementing risk-based thinking.

e For existing processes or products, you need to prove that it addresses
risks in the frame of the ISO 9001 standard requirements.

e Include the actions needed to address risks that are implemented, and
processes, goods, and services are controlled.

e For the planning of changes in processes, you are supposed to show how
you analyze risks and address them.

Risk analysis and evaluation
You must analyze all the components of a QMS that affect the quality of
their probability to affect the ability of an organization to provide confirmed
products. During the analysis, you identify and document the qualitative and
quantitative characteristics of those system elements. For example, when
allocating an employee for a critical activity, you may identify the level of its
competence, qualifications, and experience. The identification is an
essential step in recognizing all the aspects of the QMS that may affect
the quality or the ability fo meet the requirements.

While analyzing the associated risks, ensure that you review the next
aspects related to the realization of the product. At the end of this review,
you will have a comprehensive list of potential events that interfere with
achieving the objectives.

The goal of the evaluation is to assess which objective will be impacted,
what the significance of therisk is, and if the risk is acceptable. First, you
will define the criteria to determine the acceptability of the risk.

Opportunities
Despite that risks are considered negative, risk-based thinking suggests
a positive aspect— opportunities. Opportunities are not always directly
related to risks, but they always refer to objectives, developing an
opportunity improves our activities and assists in achieving objectives.



Quality objectives and planning
to achieve them

SUMMARY LECTURE:

e Quality objectives are one of the requirements of ISO 9001 standard
and it aims to improve your company’s QMS.

e One of the best ways to establish quality objectivesis
on S.M.A.R.T. way.

 Thegoalistoreflect the quantitative and qualitative performance
of the QMS and to report the degree to which processes meet their
stated objectives.

To clear it out from the beginning — “Quality objectives are measurable goals
relevantto enhancing customer satisfaction and are consistent with the
quality policy. These objectives are initially established when planning your
QMS and redefined in managementreviews as needed.” — as per 9000 Store.
So, in practice, that means your quality objectives should carry out your
previously set quality policy.

Establishing objectives
Be aware that the effectiveness of your QMS depends on the extent to which
it has achieved quality objectives. And ISO 9001 standard has its
requirements when it comes to quality objectives.
Just some of them are:

e To be consistent with the quality policy

e To be measurable

e To be planned to ensure customer satisfaction

e To berelevant to the conformity of goods and services


https://the9000store.com/

You can create quality objectives for any process of any part of your
company if you need it. Just make sure they apply to your QMS and meets
the requirements you have stated in your quality objectives. Try to design
them in such a way they drive continual improvement in every aspect.

How to implement quality objectives
The ISO 9001 standard expects you to plan activities needed to implement
quality objectives, for example, training. So, before the start, top
management must allocate and provide sufficient resources like time, staff,
and budget. Then it comes to communicating objectives to employees.

Try to be flexible with your objectives, define the desired result, then let
the fop management figure out how to achieve the result. We also
recommended to communicate your progress in achieving objectives
and goals across the company. It’s nice to have regular reports on this
progress in staff meetings.

We advise you to keep your quality objectives simple in the beginning, wait
to attain some achievement/success, and then continue building on them.

Quality objectives variations
Besides the fact they have to be clear, achievable, and measurable; they
also can be divided into quantitive and qualitative. Quantitative objectives
use a specific scale that may suggest whether or not the objectives have
been met. Qualitative objectives use the weight of evidence and they are
based on professional judgment, and usually do not require a high analytical
process or a method.

Last, but not least important: since every business, including yours,
depends on customer satisfaction, then you must strive to exceed their
expectations.

gmsWrapper always strives for Quality Above and Beyond Compliance,
and now it's witnesses its success.
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Planning of changes

LECTURE SUMMARY:

e When some changes happen in your QMS, you need to carry them
out in a planned manner.

e Changes are intended to be beneficial, but also relevant
and achievable.

e The need for a change to your QMS can be determined in many
different ways.

Why is so important to know how to manage and control changes?

By effectively handling the changes, you will gain the ability to respond
quickly to changes in various circumstances. Those circumstances

can be perhaps:

e changes originating from customer demands
e competitors

e sfrategies

e revision of regulatory requirements

What does managing changes essentially mean? It represents an action,
a planning certain activity that will help change turn to reality. It also
includes controlling the result after its implementation. If you fail fo
adequately manage changes in your QMS, it's very likely to increase

the level of possible nonconformities.

But that’s why ISO 9001 standard provides you guidelines on how to
follow and implement the requirements. It aims to ensure that changes
to your QMS be consistent with the strategy of your company. Plus, per
the needs and expectations of the interested parties.


https://www.qmswrapper.com/blog/qms-processes-iso-compliance-iso-compliance-in-the-business-world-and-qms-processes

What to consider while planning changes:
Ask your feam and yourself these few questions before implementing
a change:

e What is the purpose of the change?

e What could be the potential consequences of "
the changes? @

e How are you standing with the availability

of resources?

e Are there going to be any allocations or relocations —

of responsibilities and authorities?

Bear in mind that every change has to have

a purpose — about the reason why did you initiate them in the first place.
The intensity of a change is depending upon the nature and complexity of
the modified element, for example, of a process or its output. The purpose
of a change implies the anticipated outcome of the change, and it guides

your planned actions. Therefore, understanding the purpose of the change
is critical for the planning of the change.

In case you lack the understating of the purpose, it’'s more likely it will lead
you to implement wrong decisions. That’s why, we recommend you ask
yourself if the change necessary, which quality problem will be
satisfactorily solved by its implementation, by whom the change needs
to be executed, when must be carried out, etc.

If the change necessary,
which quality problem will be
satisfactorily solved by its
implementation? Who needs to

execute the change? When must
be carried out?

79
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Resources of Support

LECTURE SUMMARY:

o The ISO 9001 Standard refers to five kinds of resources: human
resources, knowledge, processes environment, infrastructures,
and monitoring and measuring resources.

o Each one of them represents a support tool for the QMS to meet your
organization’s goals.

e Youhave toreview each of the resources from time to time to
determine whether the available resources are enough or if you need
to provide more.

w HUMAN RESOURCE

o/
E//AEEED
oY/ AT
os/ff oS

The cornerstones of the Quality management system are, in fact,
resources, and that’s why you must define, manage, and control all the
accompanying resource elements. You have to think of them as critical
zones and scopes of the realization process. They should be support for
achieving your QMS goals and must be aligned with the objectives of QMS.




General
This section takes a broad view of items needed to realize the requirements
of ISO 9001. Customer and regulatory requirements, quality policy, quality
objectives, realization process, improvement — all these are strategic
aspects of your QMS. The standard expects specification of what resources
are needed to assist and support you in achieving these strategic aspects.

Human resources
Human resources have important weight In this part and its effects on
the realization process. It's expected that you determine and provide the
personnel necessary for the effective implementation, operation, and
control of its QMS and its processes.
You have to determine all the business and regulatory requirements and
then to verify them. To do this, ask yourself the following:

e Which are the functions or roles necessary for the operation of the QMS?
e Which qualifications do those functions or roles require?
e What is the necessary evidence?

gmsWrapper comes with identified
QMS roles: Auditor, CEO,
Customer service, HR manager,
Lead researcher, Management
representative, Office manager,
QMS manager, etc.

Infrastructure
What is the infrastructure? Infrastructure is a structure that provides
a framework that supports the operation of a system. In general, the
ISO 9001 Standard requires you to ensure the availability of appropriate
infrastructures throughout the realization processes. Keep in mind that
control over the infrastructures shall reach all levels of process support.


https://www.youtube.com/watch?v=mQumceVuctw&ab_channel=qmsWrapper

It’s important fo know - according to the ISO 9001 Standard, infrastructures
include software (the collection of functions and programs that provide
instructions for a unit for the operation of activities) as well as hardware

(the physical layout of components or parts of a system).

Process environment
ISO 9001 standard defines the process environment as a territory for the
operation of processes. The process environment has to provide you, or the
manufacturer or service provider with the optimal conditions for the
realization processes and thus has a direct effect on products or services.

Organizational Knowledge
Knowledge - the ISO standard (finally) gives the much-deserved
importance to knowledge. In the eyes of quality management, knowledge
promotes the main goal: to improve processes by predicting,
preventing, and avoiding nonconformities and maintaining customer
satisfaction through the use of knowledge. I’s considered a critical
resource and requires a clear definition of processes or actions needed for
identifying, obtaining, sharing, protecting, and maintaining knowledge that
is necessary for the effective operation of the processes and making it
accessible to the appropriate parties at the appropriate time and place.

Monitoring and measuring resources
And this part of resources is considered as the key process elements of the
realization process. By monitoring and measurement, you will determine if
the products meet specifications.

How do we know if a device is considered a monitoring and measuring
device and must be controlled? When the device measures a product
characteristic that is relevant to its intended use and is needed to verify
conformity to product requirements, it means that this device has some
responsibility regarding the quality of the product. Each of such devices
must be controlled—identified, maintained, preserved, and calibrated.
The goal is to ensure that the device can perform a series of tasks.



Competence in Support
of 1ISO 9001

LECTURE SUMMARY:

» The company has to decide what particular competencies
are needed to perform his/her job correctly.

e Once youdetermine the competence, you will see if and what
training is needs to be provided.

o Keep the evidence.

In a quality management system, competence represents appropriate
qualifications, skill set, and knowledge with the goals of achieving the
infended results. According to an ISO 9001 standard, each employee in
your company should be competent to do their job, and which is practically
amust, to have the evidence of their competence. But the standard is letting
you define the competence for each job role.

You should define the need for competencies systematically that can fulfill
these goals and objectives such as strategy and the processes that
operate the QMS. You also should plan training and qualifying to enhance
the achievement of these goals and objectives.

Necessity of competence
Competence and adequate skills include hiring or contracting competent
persons, reassigning employees, training, education, qualification,
mentoring, coaching, and experience. So you have to make a decision about
what particular competencies every employee must have to perform his/her
job correctly and effectively.
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One of the essential steps in developing competence is to establish

an appropriate and effective training and certification process. Also, not to
be neglected is to have a properly defined job description that will help with
guiding this process.

The training and job description have to give at least a basic understanding
of what is required to perform certain tasks and how the employee qualifies
for the job.

Documenting and Measuring Competence

So, the ISO 9001 standard does not require to document your employee’s
competence, or training, or awareness process. But since their competency
is crucial for your successfully produced product and/or service
conformance, you will probably take into consideration to implement

the training and certification process.

Another required evaluation of the performance, effectiveness, and
competence is the periodical assessment of employees. These evaluations
will help you to position the employees according to their qualifications and
training objectives. Afterward, you will be able to properly assess the
results and to determine whether it requires further measures. Later on,
you can make them be presented as a checklist, or a form, with qualitative
or quantitative assessments.

But do not forget: The most important part of the evaluation is whether
the training has achieved its goal.

Things that you have to documents are things like training needs, training,
and certification plan. Regards documented information - a good way to
manage it is to maintain a designated file for each employee with relevant
quality records. Our advice to you is to monitor how your human resources
sector manages it—maybe they are carrying out most of the documentation
already.



Awareness of support in ISO 9001

LECTURE SUMMARY:

e Theimplementation of awareness procedures should be a priority
of your business.

» Make the employee aware of the aspects and hazards, and the
impacts and risks associated with their work.

e When implementing ISO 9001, everyone must know what they
are doing and why.

How important it is fo be aware of the quality management system, you can
see by the fact that it has it's own clause in the ISO 9001 standard. And if

you wonder why is it so important to be aware, it's because awareness of the
QMS increases the motivation and devotion of employees in your company.

But the ISO 9001 standard clearly defines what you must be aware of. One
of the main things is, of course, quality policy and quality objectives. By
this lesson, we hope you understood how important is quality policy since it
runs through almost every chapter. So, you have to know what states your
quality policy, understand it, be aware of it.

Awareness and Motivation of Employees
In practice, your employees should be aware of the company’s customers,
their duties, requirements that have to be achieved, then a connection to the
quality objectives and improvements, and last, but not the least
important - the quality of their work performance.

One of the crucial points for them to understand is that they are part of the
QMS and their contribution to its objectives is very important. Employees
must understand the fact that their actions matter.
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Awareness of quality policy and objectives
Here, it all comes down to the level of the single process: each process has
its objective — the expected output. Employees must be aware that their
activities and the delivery of intended outputs promote the quality
objectives of the organization. Such awareness will identify the role of
employees regarding the quality objectives and motivate them as
necessary.

Anyway, the basic principle states that each employee must be familiar with
the policy and objectives and therefore they are to be an integral part of the
training plan.

Awareness of Product Conformity
This is very important because it’s the employees’ direct contribution that
affects the quality of the product. Practically, it’s vital fo evaluate how well
the employees are aware of the product or service requirements and how
their work affects the whole operational work in the company.

Measuring the awareness
Ok, maybe this is not required by the standard, but it will massively help you
to develop methods for measuring the extent of employees’ awareness,
of their actions, and how they are related to the quality objectives.

It can be done on a few levels:
e Level of product

e Level of processes

e Level of QMS

In practice, you can survey personnel to test their ‘
knowledge and awareness regarding quality.




Communication of support

LECTURE SUMMARY:

e Inquality management — communication means a process or activity
for exchanging effectively information between everyone included in the
operation of the QMS.

» Effective communications require mechanisms for information to
flow top-down and bottom-up.

o Select an approach that fits your organization’s culture and strategy.

gmsWrapper likes to promote
smooth business flow, therefore
even Team Messaging was
not left behind.

Learn more about Team Messaging
on our Feature page.

Communication is also one of the key elements of QMS implementation and
business success. As much as lousy communication can make amessina
way of doing business, so much good and effective communication can lead
to successful outcomes and positive results. To avoid any inconvenience
and for implementing effective QMS, the ISO 9001 standard has
established some rules for external and international communication.

Communication covers all business activities and interaction between
interested parties of your organization: employees, customers, suppliers,
governmental offices, and other interested parties.


https://qmswrapper.medium.com/qms-implementation-making-it-useful-70e863152634
https://www.qmswrapper.com/eqms-iso-9001

Communication principles
The information must reach the right person, at the right fime at the right
place to achieve quality objectives and products or services to increase
customer satisfaction.

For each communication (internal and external) you must decide how,
what, when will be communicated, who will, and to whom it will
be communicated.

Internal and external communication
The internal part of communication includes QMS related topics such as
day-to-day operations and general awareness; information on achieving
objectives and targets; risk and opportunities, etc. between people
working within the organization.

External covers all communication with external parties such as
consumers, stockholders, neighboring communities, etc.

The best solution is to decide for each process or activity the needed
communication channel:

e Who initiates the communication? Who is the sender and who is

the receiver?

e What information must be transferred and where is it available?

e Which 