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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.
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Introduction

0.1 General

One of the great challenges that societies are facing today is the need to develop and maintain citizens’
confidence in their governments and their institutions. In this respect, local governments have a
mission to make possible the development of sustainable local communities. Management of quality
in local governments can result in sustainable economic prosperity and social development at local
level, including deployment of, and interaction with, national and regional policies in a coherent and
compatible way.
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bns expect to have a community providing all public products/services with qua
y and security, roads in good conditions, availability of public transportation, ease 3
pssing of documents, transparency and public information, availability of health an|
ms, infrastructure; they expect all their needs to be satisfied.

bns expect to feel the local government represents them and that their community is wej

possible to build stronger regional, national and even global government working fr
based on managing the quality of the public products/services and increasing the c
itizens in their government at local, regional and national level!

pving a high quality of local government enables the whole system of government
1ger. Coherence of such approaches can help to create reliable and sustainable governm
nal and national level.

[nternational Standard hasbeen prepared to provide guidelines tolocal governments thy
l for understanding and implementing a quality management system that meets the r¢
D 9001:2008, in order to meet the needs andexpectations of its citizens.

X A provides information about typicalJocal government processes. Annex B gives a
liagnostic model that can be used as'a-starting point for the implementation of an intg
hgement system aimed at achievingreliable local government.

relative stages in the implementation of a quality management system and the
national Standard can be@Seen schematically in Figure 1.
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In this International Standard, the text reproduced from ISO 9001:2008 is placed in boxes, in order to
distinguish it from the specific guidance for local government given for each clause.

IS0 9001:2008, Quality management systems — Requirements
Introduction
0.1 General

The adoption of a quality management system should be a strategic decision of an organization. The design and
implementation of an organization’s quality management system is influenced by

a) its organizational environment, changes in that environment, and the risks associated with that environ-
ment;

b) itf varying needs,

c) it$ particular objectives,

d) the products it provides,

e) the processes it employs,

f) it$ size and organizational structure.

It is pot the intent of this International Standard to imply uniformity in the structure of quality maphagement
syste¢ms or uniformity of documentation.

The quality management system requirements specified in this International Standard are complementary
to reguirements for products. Information marked “NOTE” is for giiddnce in understanding or claififying the
assofiated requirement.

This|International Standard can be used by internal and external parties, including certification bqdies, to
assess the organization’s ability to meet customer, statutery-and regulatory requirements applicable to the
product, and the organization’s own requirements.

The quality management principles stated in ISO 9000'and ISO 9004 have been taken into considerjation during
the development of this International Standard.

The guidelines in this International Standard are intended to help local government ofganizations
relate the concepts of quality management, as described in ISO 9000, ISO 9001, ISO 9004 and associated
stanglards, with the practice and terminology commonly deployed in the context of local government.

NOTE1  The use of the terms dnd definitions presented in these guidelines can vary according tp the culture,
practfices and customs of each location and region in which the local government is located. See also|the guidance
on tefminology found in Refergnce [18].

It is pxpected that a development plan or work programme in the short or medium term|is received,
unddrstood and applied by the employees, officers and representatives of local government. However,
the glan or programme itself does not ensure that the needs and expectations of the local community
will be coveréd) if the processes needed for the effective implementation of such plans or grogrammes
are deficient or non-existent. The need to avoid these deficiencies has motivated the elaboration of
this [ntérnational Standard to help local governments in the implementation of an effeqtive quality
manageément system.

This International Standard does not assume that local governments will seek certification of their
quality management system, although they might choose to seek certification to ISO 9001:2008 if
they wish. Internal quality audits can provide the verification of compliance with the requirements,
in conjunction with the control of complaints or claims from customers, users, citizens and the local
community in general.

Any quality management system will be influenced by the different policies, objectives, diverse work
methods, resource availability and administrative practices that are specific for each local government.
Therefore, it can be expected that the details of each quality management system will vary in each local
government. It is not the detailed method of implementation of the quality management system that is
important; what matters is that the quality management system yields effective, consistent and reliable
results. It is important that the quality management system is as simple as possible in order to function

© 1S0O 2014 - All rights reserved vii
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properly, and it needs to be sufficiently understandable to meet the policies and quality objectives of

local govern

ment.

In order to achieve the objective of a reliable, responsive and transparent local government, it is not
necessary to seek certification to ISO 9001:2008, although this might be encouraged by regional or
national government initiatives. Nor is it intended that conformity to ISO 9001:2008 be regarded as a
final objective in itself: once a local government has achieved a level that allows it to provide consistent,
conforming products/services to the local community, it is important that it looks beyond conformance
to requirements, and that it considers using ISO 9004 and/or other excellence models to improve its
overall efficiency.
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0.2 Process approach

IS0 9001:2008, Quality management systems — Requirements
Introduction
0.2 Process approach

This International Standard promotes the adoption of a process approach when developing, implementing and
improving the effectiveness of a quality management system, to enhance customer satisfaction by meeting
customer requirements.

For an organization to function effectively, it has to determine and manage numerous linked activities. An
activityv.or set of activitieg using resources and mnnqud in ordertoenable the transformation of i
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Lits, can be considered as a process. Often the output from one process directly forms the inpu

hpplication of a system of processes within an organization, together with the identification ar
ns of these processes, and their management to produce the desired outcome, can be referred
Cess approach”.

lvantage of the process approach is the ongoing control that it provides over thelinkage betw
h] processes within the system of processes, as well as over their combination and interaction.

h used within a quality management system, such an approach emphasizesthe importance of

a) upderstanding and meeting requirements,

e need to consider processes in terms of added value,
taining results of process performance and effectiveness, and
ntinual improvement of processes based on objective méasurement.

model of a process-based quality management systemyshown in Figure 1 illustrates the proces
presented in Clauses 4 to 8. This illustration shows that customers play a significant role in d¢
irements as inputs. Monitoring of customer satisfaction requires the evaluation of informatior
mer perception as to whether the organization‘has met the customer requirements. The mod
e 1 covers all the requirements of this International Standard, but does not show processes at]

E. In addition, the methodology knowiras “Plan-Do-Check-Act” (PDCA) can be applied to all pr
\ can be briefly described as follows.

establish the objectives and processes necessary to deliver results in accordance with custor
irements and the organization’s policies.

mplement the processes.

k: monitor and meastre processes and product against policies, objectives and requirements
uct and report theTesults.

take actions to’eontinually improve process performance.
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Model of a process-based quality management system (1SO 9001:2008, Figure 1)

Customers

— — — — = Satisfaction

For local goyernments to be able to‘adopt a process approach, it is important to recognize the diffgrent
types of pracesses that are needed to provide reliable products/services to their customers/citigens,
as well as their management.capacity to produce the desired outcome. These include processegs for
managemerft of an organizdation, operational processes and support processes (see Annex A){ The
processes n¢eded to providethe products/services of thelocal governmentare the core of the operatjonal

processes.

Typical examples.oflocal government processes are:

a) strategicimanagementprocesses to determine the role of the local governmentin the socio-economic

environment;

b) provision of resources and the capacity to provide the product/service of local government;

c) processes needed to maintain the work environment;

d) preparation, revision and updating of development plans and work programmes;

e) monitoring and measurement of the product/service provision process;

f) transparent internal and external communication processes;

g) processes to address emergency preparedness and response to crises.

© ISO 2014 - All rights reserved
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For each process, the local government needs to identify the following.

NOT
0.3

Who is the customer? (Who receives the output from the process?) This might be
customer, within another area of the same local government, or an external custom
citizen who is receiving a product/service.

an internal
er such as a

What are the main inputs to the process? (e.g. information, legal requirements, national and/or

regional government policies, materials, energy, human and financial resources)

What are the desired outputs? (e.g. what are the characteristics of the product/service to be

provided?)

hat controls and indicators are needed to verify the process performance and/or res

hat is the interaction with other local government processes? (outputs from one'proc
orm inputs into other processes)

hat controls are necessary to have transparency?

Reference [16] provides further guidance on the process approach.
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1001:2008, Quality management systems — Requirements
duction
Relationship with ISO 9004

001 and ISO 9004 are quality management system standards which have been designed to co
other, but can also be used independently.

001 specifies requirements for a quality managément system that can be used for internal apj
ganizations, or for certification, or for contractual purposes. It focuses on the effectiveness of
hgement system in meeting customer requiréments.

e time of publication of this International Standard, ISO 9004 is under revision. The revised ed
004 will provide guidance to management for achieving sustained success for any organizatiq
demanding, and ever changingsenvironment. ISO 9004 provides a wider focus on quality man
ISO 9001; it addresses the needs and expectations of all interested parties and their satisfacti
matic and continual imprevement of the organization’s performance. However, it is not intend
on, regulatory or contractual use.
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Since the publication of ISO 9001:2008, and at the time of publication of this Internatio
bvision of ISO 9004 has been completed and ISO 9004:2009 has been published.

004:2009, provides guidance on how to improve the quality management system by
ving sustained success. In the context of local government, it is important to recogr
y to provide consistent, conforming products/services can depend on the provision
hre outside the direct control of local government.

nal Standard,

focusing on
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0.4 Compatibility with other management systems

IS0 9001:20

()

08, Quality management systems — Requirements

Introduction
0.4 Compatibility with other management systems

During the development of this International Standard, due consideration was given to the provisions of
ISO 14001:2004 to enhance the compatibility of the two standards for the benefit of the user community.

This International Standard does not include requirements specific to other management systems, such

as those par
managemen]
integrate its
an organizaty
that complie

Icular to environmental management, occupational health and safety management, financial

own quality management system with related management system requirements. It is,possibl
ion to adapt its existing management system(s) in order to establish a quality management syj
5 with the requirements of this International Standard.

or risk management. However, this International Standard enables an organization to align'oy
e for

tem

To ensure th
to address i

as environmental, occupational health and safety, financial, or risk management. However, if a

government
it has imple}
for the local
such system

e quality of the products/services it provides, it might be necessary for'alocal govern
1 its quality management system some aspects related to other management systems,

makes such additions to its quality management system, this does not in itself implyj
nented an integrated management system. Depending on the situation, it can be nece;
government to either coordinate, or integrate, its quality~\mianagement system with
S.

ment

such
local
that
sary

bther

Xii
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Quality management systems — Guidelines for the
application of ISO 9001:2008 in local government

1 Scope

1.1

General

1 S¢
1.1 ¢
This

a) ng
tory

for c
and |

NOT
a) pi

NOT

ISO {

b) aims to enhance customer satisfaction through the effective application’of the system, including

b) amy intended output resulting from the product realization processes.

9001:2008, Quality management systems — Requirements
ope

Feneral

[nternational Standard specifies requirements for a quality management systém where an org

eds to demonstrate its ability to consistently provide product that meets .customer and applig
and regulatory requirements, and

egulatory requirements.
E 1 In this International Standard, the term “product” only‘applies to

oduct intended for, or required by, a customer,

f. 2 Statutory and regulatory requirements cainbé expressed as legal requirements.

pntinual improvement of the system and the assurance of conformity to customer and applicalple statutory

anization

able statu-

processes

The ¢
relia
hows

Citiz
relia
proc
qualj
Ssyste
althd

In de
cons

bx A)Fhe processes involved are managerial, operational and supporting processq

bjective of this International Standard isto provide local governments with guidelines f
ble results through the application.661S0 9001:2008 on an integral basis. These guide
bver, add, change or modify the requirements of ISO 9001:2008.

ens consider a local government to be reliable if it can consistently guarantee a miniy
pility for all key processes.and products/services. It is important that all the local g
bsses, including management, operational and support processes, constitute a sing
ty managementsystem, and thatthe focus of use and further developmentofthe quality 1

ugh a local government might be reliable in some areas of activity, it might be unrelialj

termining the quality management system processes, it is important that the local
ders theprocesses necessary to provide reliable products/services to its customers/

de management processes, product/serv1ce delivery processes and any other processe

m is on achievipg results. The integral character of this system is important becauss,

or achieving
lines do not,

num level of
bvernment’s
le, integral,
hanagement
otherwise,
le in others.

sovernment
Citizens (see
s, and they
s needed for

hethodology

for local governments to evaluate the scope vand maturlty ofthelr processes and products/serv1ces Using
Annex B for integral diagnostics is a preferred starting point for users of this International Standard.
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1.2 Application

IS0 9001:2008, Quality management systems — Requirements
1 Scope
1.2 Application

All requirements of this International Standard are generic and are intended to be applicable to all organiza-
tions, regardless of type, size and product provided.

Where any requirement(s) of this International Standard cannot be applied due to the nature of an organiza-
tion and its product, this can be considered for exclusion.

Where exclufions are made, claims of conformity to this International Standard are not acceptable unless
these exclusjons are limited to requirements within Clause 7, and such exclusions do not affect the organiza-
tion’s ability| or responsibility, to provide product that meets customer and applicable statutory and\reguldtory
requirements.

All the guidelines indicated in this International Standard are generic and applieable to all [local
governments, regardless of their type, size and product/service provided.

The user can apply the guidance contained in this International Standard as-a whole or, in payt, as
necessary, tp their maximum benefit.

2 Normative references

IS0 9001:2(008, Quality management systems — Requirements

2 Normativie references

The followinlg referenced documents are indispensable for thie,application of this document. For dated refef
ences, only the edition cited applies. For undated references, the latest edition of the referenced document
(including aijy amendments) applies.

IS0 9000:2005, Quality management systems — Fundgmentals and vocabulary

No additiongl guidance necessary.

3 Terms and definitions

IS0 9001:2008, Quality management systems — Requirements
3 Terms anf definitions
For the purppses of this document, the terms and definitions given in ISO 9000 apply.

Throughout the textefthis International Standard, wherever the term “product” occurs, it can also mean “fer-
vice”.

AR

For the purposesof thisdocumernt; the terms and defimitions giverr im 1SO-9666and the folftowingapply.

Wherever the term “the organization” is used in ISO 9001:2008, it means “the local government” in this
International Standard.

31
top management
person or group of people that directs and controls an organization at the highest level

Note 1 to entry: For the purposes of this International Standard, the organization is the local government (3.5).
Note 2 to entry: Titles and functions may vary significantly according to country and culture. Typical examples
could include mayor, regional governor, head of the local council, municipal president, intendant, director, city

manager and city leader. This is the authority that presides over and performs the provisions and agreements of
the local government.

2 © ISO 2014 - All rights reserved
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Note 3 to entry: The local council is the assembly of the local government that is regulated by a specific legislation.
The local council is often selected by a local electoral process. It is normally formed by the local mayor, councillors,
officials and trustees. It can also be the local public corporation in charge of managing the interests of a territory

and its population.

3.2
cust
orga

omer/citizen
nization or person that receives a product/service

Note 1 to entry: For purposes of this International Standard, customer/citizen refers to an organization,
community or person that receives a product/service (3.7) from the local government (3.5), whether in return for
payment or not.

Note

respd
contr
those

Note

and d

adop
has b|

3.3

sped

mini
that

Note

pledg

Note
polic

Note

3.4
citiz

document declaring the intentiens and the commitment of an organization for providing e

effici
level
prod

Note
letter

Note
gover
infor

P to entry: Itis important for local governments to recognize the various customers and to achie]
nse to all of their needs and expectations. For example, some citizens who are taxpayer
ibutions serve to finance the products/services of the local government, might not be the san
who actually benefit most from the products/services provided.

B to entry: The term “customer” can sometimes cause controversy in local government/public ad
ven in public international law, since it is related to the mercantile legistation. However, dy

een adopted in this International Standard, and is used in combination with “citizen”.

ification for local government
mum requirements to be fulfilled by the local governmerit(3.5) in order to provide produ
meet the needs and expectations of its customers consistently and effectively

1 to entry: This is sometimes expressed in a docunient such as a “local government charte
”

(S

2 to entry: Part of the specification may come from legislation, or from regional or nationa
es.

B to entry: See Tables B.1 to B.4 for possible indicators of the performance specifications for loca

en'’s charter

ent products/services{3.7), taking into account customer’s expectations and minimun
5 of product/service;”thereby providing assurance that the organization complig
uct/service quality'standards

1 to entry: These documents can also be called product/service letters, citizen letters, and
S.

2 to entry: These documents normally include the list of the products/services provided
nment'(3.5) and the relevant specifications, indicators and standards. They also usually in

ve a balanced
5, and whose
he citizens as

ministration
e to its wide

ion and usefulness in the standardization of quality management systetns, the use of the term “customer”

cts/services

™ or “service

government

government.

ffective and
h acceptable
bs with the

commitment

by the local
Clude general

mation concerning the community, such as facts of historical interest about the municipal

ty, buildings

and infrastructures of public interest, tourist attractions, the local government organization, citizens’ rights,
a complaints form with instructions, reference addresses (postal, telephone, e-mail), the location and opening
hours of municipal offices, an area and town map, public relation offices and interfacing tools.

© IS0 2014 - All rights reserved


https://standardsiso.com/api/?name=f2b22a4ed97141ca18cfc34bb7df5da7

ISO 18091:2014(E)

3.5

local government

part of government in a country or nation that is typically closest to the population, is in charge of
managing, governing and promoting development of a local area, and is responsible for the definition,
design, development and institutionalization of its public policies expressed in the provision of
products/services (3.7) to its customers/citizens (3.2)

Note 1 to entry: The basis for alocal government can be, for example, a territorial division and the national and/or
regional political and administrative organizations that are closest to the population. It is typically a public entity
formed by territory, population, government and legislation, it has its own legal capacity, and it states its own

political, administrative, cultural and historical heritage and regulatory capability.

3.6

local goverpment process

set of interfelated or interacting activities of the local government (3.5) which transforth|input (e.g.
public policles, resources, customer/citizen (3.2) needs and expectations) into outputs/sesults (i.¢. the
products/services provided to the citizens)

Note 1 to entfy: Annex A provides some examples of typical local government processes:

Note 2 to entty: ISO 9004 provides guidance on an improvement process towards sustained success.

3.7

product/sefvice

result of a process

Note 1 to entry: For the purposes of this International Standard, product/service is considered to b the
predominant| product category for local governments (3.5). Although intangible in nature, products/serjvices
may include[some tangible components (e.g. advisory brochures, waste receptacles, shelters). Examples of
products/serjvices may relate to the provision of drinking water, sewage and drainage, lighting, waste colldction
and civil profection.

Note 2 to entfy: One major product/service that is often provided by the local government is that of develogment
projects, whifh may need specific quality plans (see JSO 10005 and ISO 10006 for the development of quality plans
and project nhanagement, respectively).

Note 3 to entty: There are four generic product/service categories, as follows:

— services|(e.g. transport, educationj pplice security);

— softwar¢ (e.g. access to information);

— hardwate (e.g. passportybirth certification, driver licence);

— processdd materials\fe.g. waste receptacle).

Note 4 to enfry: Product/service is the result of at least one activity necessarily performed at the intqrface
between the [supplier and customery/citizen (3.2) and is generally intangible. Provision of a product/servide can
involve, the fpllowing:

prepare

and

an activity performed on a customer-supplied tangible product (e.g. automobile to be repaired);

a tax return);

the creation of ambience for the customer (e.g. in hotels and restaurants).

an activity performed on a customer-supplied intangible product (e.g. the income statement needed to

thedeliveryofanintangible product (e.g.the delivery ofinformationinthe contextof knowledge transmission);

Software consists of information and is generally intangible and can be in the form of approaches, transactions

or procedure

S.

Hardware is generally tangible and its amount is a countable characteristic.

4
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Processed materials are generally tangible and their amount is a continuous characteristic. Hardware and
processed materials often are referred to as goods.

Note 5 to entry: Quality assurance is mainly focused on intended product.

Note 6 to entry: Public policies (3.15), the essential course of actions of any local government, are usually expressed
in products/services.

[SOURCE: ISO 9000:2005, 3.4.2, modified]

3.8
qualitymmamagement systemr of the tocat government |
set df interrelated or interacting elements of an organization to establish policies, objectives and
processes to achieve those objectives

[SOURCE: IS0 9000:2005, 3.2.1, 3.2.2 and 3.2.3, modified]

39
transparency
openness about decisions and activities that affect society, the econemy and the envirgnment, and
willihgness to communicate these in a clear, accurate, timely, honest'and complete manner

Note [l to entry: Transparency can be the result of processes, procedures; methods, data sources andlassumptions
used |by the local government (3.5) that ensure appropriate information is made available to all cyistomers and
otherinterested parties.

[SOURCE: ISO 26000:2010, 2.24, modified]

3.10
respionsible
having an obligation to do something, or having'control over or care for someone

Note |l to entry: In context of this International Standard, “responsible” means trustworthy, relipble, capable,
able, competent, qualified about decisions.and activities that affect society, institutions, the ecorjomy and the
environment. The responsible activities‘ef the local government (3.5) are those which it has the duty to perform
in orfler to take care of the customers/citizens (3.2) as persons, their things and interests, so that they have
confiflence in it.

Note |2 to entry: The respongiblé-activities of the local government are not only those that imply thq fulfilment of
legal requirements, but also'those directly related to customer satisfaction and confidence.

3.11
accountable
statg of a local \government (3.5) being answerable for its decisions and activities to theg controlling
interfests of.itS\society and every customer/citizen (3.2), to other legal authorities, and, morg broadly, to
any g¢therstakeholder

Note |1 to entry: In the case of regional or national governments, this includes being answerablé¢ to the local
governments and societies in which they govern and operate.

[SOURCE: ISO 26000:2010, 2.1, modified]

3.12

interested party

individual or other entity that adds value to the organization, or is otherwise interested in, or affected
by, the activities of the organization

Note 1 to entry: Meeting the needs and expectations of interested parties contributes to the achievement of
sustained success by the local government (3.5).
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governance
legitimate, responsible (3.10), accountable (3.11) and efficient activity of governing a society by itself and
through its own government

3.14

systematically
way of doing an action integrally or taking into account all its components, according to a fixed and
explicit plan or system

Note 1 to entry: The plan or system needs to be carried out in an organized way, with methodical consistency,

rhaanalncilan.

regularity, pes

3.15
public polig
principled g

need, formullated by a specific political process, and adopted, implemented, and enfofced by a sp

public agend
Note 1 to ent

Note 2 to ent
the citizens,
enforced by 4

Note 3 to er

responsibilit
embedded in

a)
b)

the prov
the prov|
It led to a spé

Note 4 to ent}
equality (3.1
government,
in which pub

3.16

gender equiality

equal rights|

Annaxy P
puesrsazim=y 0

y
uide to a course of actions taken by the local government (3.5) as a response,te a perc

y, expecting results
Fy: The principles embedded in the public policies give them their own scope.

ry: The principles of the local government are usually stated in response to a perceived probl
hcting as a constituency, formulated by a specific political process; and adopted, implemente
specific public agency or local governmental area, expecting results.

try: An example of public policy expressed in a productfservice (3.7) is the local govern
b for water, i.e. the provision of water to citizens through pipelines. However, there are two prin
this course of actions or services:

ision of water to the entire population;

ision of water in an affordable manner.

cific characteristic of the product/servicer 100 % drinkable for health reasons.

y: Another example of public policy*which is not clearly a product/service is the promotion of g
) (see Table B.3, indicator 4). Gender equality should be an important public policy in any
and it should be the basis foraprogramme in which the outputs focus on this issue. This is ong
ic policy goes much furthér than simply a product/service.

opportunities and obligations for women and men

bived
beific

em of
1 and

ment
Ciples

ender
local
case
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4 Quality management system

4.1

General requirements

IS0 9001:2008, Quality management systems — Requirements
4 Quality management system
4.1 General requirements

The organization shall establish, document, implement and maintain a quality management system and con-
tinually improve its effectiveness in accordance with the requirements of this International Standard.

The
a) dd
orga
b) d
) dg
effed

d) el
thesq

e) m|

Thes
tiong

Whe
orga
outs

NOT
men{

NOT
and ¥

NOT
of co|

appl
a) th
form|
b) th
) th

f) implement actions necessary to achieve planned results and cofitinual improvement of these prg

prganization shall

termine the processes needed for quality management system and their application througho
hization (see 1.2),

btermine the sequence and interaction of these processes,

termine criteria and methods needed to ensure that both the operation and ceritrol of these p
tive,

1sure the availability of resources and information necessary to support the operation and mo
P processes,

onitor, measure where applicable, and analyse these processes, aind

e processes shall be managed by the organization in accordance with the requirements of this
| Standard.

e an organization chooses to outsource any process‘that affects product conformity to requir
hization shall ensure control over such processes:The type and extent of control to be applied
burced processes shall be identified within theguality management system.

E 1 Processes needed for the quality management system referred to above include processes
activities, provision of resources, product realization, measurement, analysis and improveme

E 2 An “outsourced process” is a process that the organization needs for its quality managems
vhich the organization chooses to have performed by an external party.

E 3 Ensuring control over outsourced processes does not absolve the organization of the resp
hformity to all customer, statutory and regulatory requirements. The type and extent of contr]
ed to the outsourced process may be influenced by factors such as

e potential impact of-the outsourced process on the organization’s capability to provide produ
s to requirements,

e degree to which the control for the process is shared,

e capability,of achieving the necessary control through the application of 7.4.

ut the

focesses are

nitoring of

cesses.

Interna-

ements, the
to these

for manage-
nt.

nt system

nsibility
ol to be

ct that con-

Thes|

e guidelines should help to define the elements that enable alocal government to develoj

b, document,
and reliable

impl

binent, and maintain a quality management system, with the aim of achieving effective

performance In an adequate and transparent way.

The local government should clearly define the areas of activity to which its quality management system
applies. The identification of the products/services provided is essential in order to define the processes
to achieve consistent results, continual improvement and the satisfaction of the customer.

The local government should

a)

standards, provision of its products/services, and evaluation of the results,

b)

reliable and effective performance, and
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c) ensure administrative continuity when moving to the next administration, passing neatly all
information about projects and plans underway, as well as the status of the quality management
system.

It is important that the local government retains overall management accountability in cases where
processes are outsourced to third parties. An example could be where some products/services are
provided by outside, non-governmental organizations, such as public/private partnerships.

NOTE1 Annex A gives examples of typical local government processes.

NOTE 2  Where processes are outsourced, it is important that local governments take into account regulations
applicable to contracting.

NOTE3  Fyrther guidance on outsourced processes is given in Reference [17].
4.2 Documentation requirements

4.2.1 Gengral

IS0 9001:2008, Quality management systems — Requirements

4 Quality nlanagement system

4.2 Docume¢ntation requirements

4.2.1 General

The quality mnanagement system documentation shall include

a) documented statements of a quality policy and quality objectives,

b) a quality manual,

¢) documented procedures and records required by this International Standard, and

d) documents, including records, determined by the gorganization to be necessary to ensure the effective plan-
ning, operation and control of its processes.

NOTE 1 Whg¢re the term “documented procedures” appears within this International Standard, this means
that the prodedure is established, documented, implemented and maintained. A single document may addrgss
the requirenjents for one or more procedures. A requirement for a documented procedure may be covered by
more than OILe document.

NOTE 2 The|extent of the quality management system documentation can differ from one organization to
another due fo

a) the size of organization afidtype of activities,
b) the complexity of processes and their interactions, and

c) the compg¢tence of' personnel.

NOTE 3 The|doetimientation can be in any form or type of medium.

When planning the documentation needed for the quality management system, the Tocal government
should consider aspects such as:

a) public policies (including local, regional and national policies);
b) projects and products/services provided;
c) applicable laws, regulations and standards;

d) the risks involved (e.g. barriers and obstacles related to clear communication, such as language
barriers and literacy barriers);

e) the structure of the organization (key positions, key professions, optimal number of key
professionals);
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f) the competence and commitment of government employees;
g) terminology and definitions required and commonly used by the local government.

NOTE Reference [15] provides further guidance on the documentation requirements of ISO 9001:2008.

4.2.2 Quality manual

IS0 9001:2008, Quality management systems — Requirements
4 Quality management system
4.2 Potumentatiom requiTenTents

4.2.2 Quality manual

The prganization shall establish and maintain a quality manual that includes

a) the scope of the quality management system, including details of and justification ferany exclusfons (see
1.2),

b) tHe documented procedures established for the quality management system;or reference to them, and

c) aflescription of the interaction between the processes of the quality management system.

The quality manual is the essential top-level document for the quality management system/It describes
how [the requirements of ISO 9001:2008 have been interprefed, translated and implem¢nted in the
quality management system suitable for each local governmerit.

The quality manual should describe the scope of the quality management system of the localjgovernment
and the interactions amongits processes (see 3.6). It should include, or contain references to, 1l applicable
docujmented procedures that are needed for the effective implementation of the quality management
system.

4.2.3 Control of documents

ISO 9001:2008, Quality management'systems — Requirements
4 Qyality management system

4.2 Documentation requirements

4.2.3 Control of documents

Docyments required by the’quality management system shall be controlled. Records are a special §ype of docu-
ment and shall be controlled according to the requirements given in 4.2.4.

A dofumented procedure shall be established to define the controls needed
a) tqapprove'documents for adequacy prior to issue,

b) td review-and update as necessary and re-approve documents,

c) toéensure that changes and the current revision status of documents are identified,

d) to ensure that relevant versions of applicable documents are available at points of use,
e) to ensure that documents remain legible and readily identifiable,

f) to ensure that documents of external origin determined by the organization to be necessary for the planning
and operation of the quality management system are identified and their distribution controlled, and

g) to prevent the unintended use of obsolete documents, and to apply suitable identification to them if they are
retained for any purpose.
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The purpose of documentation control is to ensure thatall documents needed for the quality management
system are kept up-to-date and are readily available for use by those who need them. In complying with
the requirements, the local government should include:

a)

procedures and others: these should be made available to the public as appropriate;

b)

interested parties, as necessary.

control of external documents such as public policies, applicable legal documents, emergency

ready access to the documents for use by local government personnel, contractors and other

Most documents issued by local governments are public documents that increase the need for reliable

document ¢

crate

undue bured
electronic a

The docum
products/se
be reviewed

4.2.4 Con

ntrol for their own security This can be done p]pr‘h‘nnir‘q]]y and should not gen

ucracy. The documents can be provided in different media, such as paper, videos, pict
nd electromagnetic media.

ents used to define, manage and control the provision of the local\govern
rvices and projects should also be controlled (see 7.1). Documents issued §nternally sk
, revised and approved for adequacy and conformity.

frol of records

ures,

ment
jould

1S0 9001:2(
4 Quality m
4.2 Documg
4.2.4 Contr

Records estd
quality mans

The organizs
storage, prof

Records shal

08, Quality management systems — Requirements
anagement system

ntation requirements

pl of records

blished to provide evidence of conformity to requirements and of the effective operation of th
gement system shall be controlled.

ition shall establish a documented procedure to define the controls needed for the identificati
ection, retrieval, retention and dispositiofi.of records.

| remain legible, readily identifiable andretrievable.

1%

n’

A record is
by the local
local govern
in order to
to provide 3
evidence of

The local gd
which is wh
reviewed.

It can be n

confidentiality—and security of some customers/citizens and/or their records {e.a permits |

payment exemptions, penalties) (see 7.5.4). Reference [15]

required by

a special kind of document that provides information regarding the activities perfol
covernment, and it is normally kept as evidence of the results obtained at each stage

be able to demonstrate evidence of completeness and transparency in its activitieg
idequate accountability to its customers/citizens. In addition, the records are needj¢
Fhe working of theywhole quality management system.

vernment should pay attention to the retention times and the availability of the rec
y the applicable record management regulation and legislation in each country shou

beessary for the local government to define specific guidelines aimed at providin

‘med
f the

ment processes, where@ppropriate. This is particularly important for a local governinent,

and
bd as

ords,
Id be

v the

[SO09001:2008.

provides further guidance on the rec

iens,
ords

The following are examples of records that could be part of a local government’s quality management

system:
a)
b)
c)

populat

process

ion needs outputs,

development and design outputs,

completed checklists of:

— progress and final reports of plans, programmes and projects,
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— granted permits,

— any payment exemptions,
— personnel assessment,

— supplier assessments,

— infrastructure assessment,

— work progress,

d) . ors:
e) ;Ess, damage or inadequate use of documentation, and

f) ¢laims or complaints.

5 Management responsibility

5.1 | Management commitment

ISO 9001:2008, Quality management systems — Requirements

5.1

a) ¢

c) e

e) e

5 Management responsibility

requirements,

b) egtablishing the quality policy,

d) conducting management reviewsyand

Management commitment

Top mmanagement shall provide evidence of its commitment.to the development and implementation of the qual-
ity management system and continually improving its effectiveness by

dgmmunicating to the organization the importance of meeting customer as well as statutory an

nsuring that quality objectives are éstablished,

suring the availability of resources.

l regulatory

Top

identifying and fulfilling“the needs and expectations of its customers/citizens, as well as

that

requjrements.

Stra

above cantinclude:

management should‘show its commitment to the quality management system by (

local governniéent’s processes and programmes meet the applicable statutory and

tlegies and\actions that should be used by top management of a local government to dem

ontinuously
by ensuring
regulatory

pnstrate the

overnment

¢stablishing vision, values and unity of purpose within all the entities of the local

towards achieving quality in their products/services, including the importance of meeting the
customer/citizen requirements as well as the standards and the legal framework applicable to the

products/services provided,

establishing, communicating and explaining the quality policy to all the personnel

of the local

government, so that all personnel are aware of it and understand it, and are consistent with the

customer/citizen requirements,
ensuring that quality objectives are established,
promoting ethical behaviour and leadership by example,

conducting periodic performance reviews to ensure continual improvement, and
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ensuring the adequate and timely availability of the resources necessary to meet the objectives.

NOTE The quality management principles given in ISO 9000 can assist top management to understand better
the need for management responsibility.

5.2 Customer/citizen focus

IS0 9001:2008, Quality management systems — Requirements
5 Management responsibility

5.2 Customer focus

Top managellnent shall ensure that customer requirements are determined and are met with the aim of énfjanc-
ing customer satisfaction (see 7.2.1 and 8.2.1).

The needs gnd expectations of the customers/citizens should be defined and documented. The rjeeds
and expectdtions of customers/citizens (e.g. complaints or recommendations from clstomers/cit]zens
and surveys) should be reviewed periodically to ensure customer/citizen needs are~addressed.

Top manag¢ment of the local government should ensure processes for comnminity involvemept to
achieve cusfomer/citizen satisfaction (e.g. requirements set by a citizen observatory). It should identify
the current and, where possible, future needs and expectations of its custemers/citizens, with the ajim of
meeting them and achieving their satisfaction within the framework of'the legal powers and resofirces
that are avajlable to it.

5.3 Quality policy

IS0 9001:2(08, Quality management systems — Requirements

5 Management responsibility

5.3 Quality|policy

Top management shall ensure that the quality policy

a) is appropriate to the purpose of the organization,

b) includes 4§ commitment to comply with requirements and continually improve the effectiveness of the qpial-
ity managenjent system,

c) provides g framework for establishing and reviewing quality objectives,

d) is communicated and understood within the organization, and

e) is reviewgd for continuing Suiitability.

The quality| policy is~a‘declaration of commitment to quality management by the local government
to its customers/citizens. It should be documented and be consistent with applicable statutory and
regulatory equiréments and other policies of the local and national government (e.g. policies related
to anti-corryiption, gender equality, environmental and social responsibility, security, and transpaigency

concerns).

Top management of the local government should use the quality policy to guide it in its decision-making

processes.

The quality policy should serve as a framework to develop, implement and update, where necessary, the

quality obje

ctives of the local government.

Local governments should take appropriate actions in order to communicate the policy and should also
take action to assess how well it is understood.

The quality policy should be periodically reviewed for continuing adequacy, and updated as necessary.

12
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5.4 Planning

5.4.1 Quality objectives

IS0 9001:2008, Quality management systems — Requirements
5 Management responsibility

5.4 Planning

5.4.1 Quality objectives

Top management shall ensure that quality objectives, including those needed to meet requirements for product
[see .1 a)], are established at relevant functions and levels within the organization. The quality ebjectives shall
be measurable and consistent with the quality policy.

In addressing this requirement, top management of the local government should ensufe thalt the quality
objeqtives

— aim to satisfy the current and future needs and expectations of the customers/citizens
— Jre consistent with statutory and regulatory requirements,

— are derived from the quality policy of the local government,

— Jrerevised periodically and systematically,

— 4are communicated within the relevant functions anddevels of the local government,
— 4are measurable and assessable, and

— flocus on continual improvement within the global performance of the local government.

Top management should establish monitoring, measurement and assessment processeg to provide
inforjmation and data on the extent to which the quality objectives are fulfilled. Local governments
should also consider external information available to their customers/citizens on the flulfilment of
quality objectives.

The pssessment methodology given in Annex B should be used to identify and prioritize areas for
quality improvement in local governments. This can lead to the establishment of new or reyised quality
objegtives.

NOTH Given the egpéctations of customers/citizens for long-term infrastructure projects, it|is important

that quccessive admifiistrations in local governments are careful when changing quality objectives fhat influence
such projects.

5.4.2 Quality management system planning

ISO 9001:2008, Quality management systems — Requirements

5 Management responsibility

5.4 Planning

5.4.2 Quality management system planning
Top management shall ensure that

a) the planning of the quality management system is carried out in order to meet the requirements given in 4.1,
as well as the quality objectives, and

b) the integrity of the quality management system is maintained when changes to the quality management
system are planned and implemented.
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The local government should consider the use of a strategic development plan that includes
— short-term, medium-term and long-term objectives,

— an integral diagnostic, check-up, evaluation and follow-up system for the development of reliable
local government results (see Annex B),

— identification of potential development areas,

— prioritization of programmes, projects and actions, availability of resources (including the optimal
number of professionals with adequate capacity for planning and management of the development
process),

— organizptional diagnostics (strengths/weaknesses and threats/opportunities), and
— riskidentification, evaluation, assessment and mitigation.

NOTE Sde Annex B for further information.
5.5 Responsibility, authority and communication

5.5.1 Responsibility and authority

IS0 9001:2008, Quality management systems — Requirements
5 Management responsibility

5.5 Responsibility, authority and communication

5.5.1 Resp(]:sibility and authority

Top manage
organizatior].

ent shall ensure that responsibilities and autharities are defined and communicated within the

Top managgment should consider the preparation of an organization chart indicating the strugture
of organization and the chain of command.(The responsibility and the authority could be given ip job
descriptiong and/or in related procedures.-This could include responsibilities that are specific tp the
quality manfagement system, such as process managers (sometimes referred to as process owners).

The organization of the local government should facilitate empowerment and decision making at
appropriate|levels.

5.5.2 Marnagement representative

IS0 9001:2008, Quality management systems — Requirements

5 Management résponsibility

5.5 Responsibility, authority and communication

5.5.2 Management representative

Top management shall appoint a member of the organization’s management who, irrespective of other respon-
sibilities, shall have responsibility and authority that includes

a) ensuring that processes needed for the quality management system are established, implemented and main-
tained,

b) reporting to top management on the performance of the quality management system and any need for
improvement, and

c) ensuring the promotion of awareness of customer requirements throughout the organization.

NOTE The responsibility of a management representative can include liaison with external parties on matters
relating to the quality management system.
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Responsibility for the effective implementation of the system lies throughout the entire local government,
and should not be seen as the sole responsibility of the management representative. The management
representative may need to be supported by a group of colleagues to ensure the effective implementation
of the quality management system throughout the local government.

5.5.3 Internal communication

IS0 9001:2008, Quality management systems — Requirements
5 Management responsibility

5.5 Responsibility, authority and communication

5.5.3 Internal communication

Top nanagement shall ensure that appropriate communication processes are established within the organiza-
tion and that communication takes place regarding the effectiveness of the quality management syptem.

Top management of the local government should ensure that there are ‘effective comimunication
processes between organization levels and throughout the different areas-and departments, in order to
share¢ information related to the performance of the local government and the effectiveness pfits quality
management system. These processes can be used to drive quality maitagement system improvement
activlities (see 8.5).

The e¢ffectiveness of communication processes should be revieyed periodically.
5.6 | Management review

5.6.1 General

ISO 9001:2008, Quality management systems.— Requirements

5 Management responsibility
5.6 Management review

5.6.1 General

Top nanagement shall review thé organization’s quality management system, at planned intervals]to ensure
its cgntinuing suitability, adeqliacy and effectiveness. This review shall include assessing opporturjities for
imprjovement and the need for changes to the quality management system, including the quality policy and
qualjty objectives.

Recards from management reviews shall be maintained (see 4.2.4).

The Jocal goveriment should conduct regular reviews of its performance for a wide range pf processes
involved. These include processes for institutional development and good government, for|sustainable
econpmic development, sustainable environmental development, and social development (sge Annex B).
As part of this act1v1ty, top management needs to conduct a rev1ew of the performance of the quality

This review should verify the adequate functioning of the quality management system, assess its
effectiveness, and ensure that it meets the objectives for key performance indicators. It should establish
preventive and corrective actions for potential or identified nonconformities, respectively, in accordance
with 8.5.2 and 8.5.3.

Reviews should be conducted at regular planned intervals and should be sufficiently flexible to allow for
additional reviews to be performed as needed.
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5.6.2 Review input

The input to
a) results of
b) customer
c) process p
d) status of
e) follow-up

f) changest

g) recomme

IS0 9001:2008, Quality management systems — Requirements
5 Management responsibility
5.6 Management review

5.6.2 Review input

management review shall include information on

audits,

Foot”r\')l‘lz,

brformance and product conformity,

breventive and corrective actions,

actions from previous management reviews,

hat could affect the quality management system, and

hdations for improvement.

Theinputin

of the organjization based on data and its analysis could include

— complaj
— outcom

— compar
Interna

— the bud
— monito]
— changej
— changeq
— changeq
— changeq
— statistig
— perfornj

— outputs

formation to assess the effectiveness of the quality management system and the performnj

nts and suggestions from customers/citizens and local gevernment personnel,
s of the integral diagnostic, as is proposed in Annex‘B;

htive studies in the implementation of systems of other local governments with
fional Standard or other reference models,

bet available for the system implementation and operation,

ing progress of previously decided actions relevant to the quality management systen
in national or regional government policies,

in national or regional government resource provision to the local government,

in statutory and regulatory requirements,

in local demographics,

al and trend/andlysis outcomes from local government activities,

jance of.key suppliers and/or partners,

of ¥isk assessment, and

ance

this

,

— any oth
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5.6.3 Review output

IS0 9001:2008, Quality management systems — Requirements

5 Management responsibility

5.6 Management review

5.6.3 Review output

The output from the management review shall include any decisions and actions related to

a) improvement of the effectiveness of the quality management system and its processes,

b) 1 nnrovementofnroaduct related to customerreauirements and
1 3 r 1 7

c) rgsource needs.

As a result of the quality management system review, top management of the locahgovernment should

— ¢onfirm if the activities and processes of the quality management systeiy’ adhere tq the quality
Iolicy and allow the achievement of the quality objectives,

efine any necessary corrective and/or preventive actions,

— ¢stablish improvement parameters for the local government products/services, infrastiructure and
rocesses,

— 1pdate or perform a review of the measurement indicators of the local government prdcesses,

— define actions to take into account changes in natignal or regional government policies gnd resource
rovisions,

— define actions to account for changes in statitory and regulatory requirements,
— (dlefine actions to improve the level of ctistomer/citizen satisfaction and to reduce compjlaints,
— (dlefine actions to improve commuutications with customers/citizens,
— develop loss prevention and mitigation plans (including emergency plans) for identified risks, and

— keep updated the citizen’s;eharter (see 3.4) or similar document describing the obligatfions of local
governments towards-itsCustomers/citizens.

6 Resource management

6.1 | Provision of resources

1SO 900%1:2008, Quality management systems — Requirements
6 Résourcemanagement
6.1 Provision for resources

The organization shall determine and provide the resources needed

a) to implement and maintain the quality management system and continually improve its effectiveness, and

b) to enhance customer satisfaction by meeting customer requirements.

The local government should ensure the availability of resources for the effective functioning of the
quality management system and in order to meet its customer/citizen requirements.

The local government should establish processes for the identification of the resources necessary for the
realization of its products/services, including personnel, infrastructure, equipment, plants and work
environment.
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The local government should

a) establishtheinputinformation to determine the resources needed based on the service commitment
made,

b) perform short-term, medium-term and long-term planning of resources,

c) provide adequate resources for monitoring, verification and assessment tasks,

d) provide resources to establish effective communications within the local government organization
and with customers/citizens, and

e) provide[Tesources for continual improvement of performance and ol the quality management

system.

6.2 Human resources

6.2.1 Gen

eral

IS0 9001:20
6 Resource
6.2 Human
6.2.1 Gener

Personnel pe
appropriate

NOTE Confo

08, Quality management systems — Requirements
management

resources

al

rforming work affecting conformity to product requiremerits shall be competent on the basis
education, training, skills and experience.

rmity to product requirements can be affected directly or indirectly by personnel performing

task within ghe quality management system.

any

Thelocal goyernmentshould establish processes formranaginghumanresourcesto ensure theavaila
of competer]t personnel. These processes should aim to maintain and improve personnel competer
all levels (ipcluding top management and ifnternal auditors). Customers/citizens should be give
assurance that the local government uses competent personnel to provide its products/services.

hility
ceat
h the

The local government should provide' its personnel with information about the way in which

competence} awareness and training are related to the local government’s legal powers, ethicg and

values, resppnsibilities and activities.

The local government shouldhave a system for managing personnel that

a) definesltheir required competence,

b) specifies the centractual conditions of employment,

c) specifiesjob profiles and professional profiles, including any required professional qualificaltions
and thelrtpdate;

d) records the performance and evaluation of all officials, both elected and designated, and

e) provides evidence used to define recruitment and dismissal procedures that include transparency

in the hiring of personnel for all designated official positions.
The processes for managing human resources should include elements such as

training programmes,

integrity,

appropriate professional and human development,

18

awareness programmes covering issues such as mission, vision, values, commitment, ethics and

© ISO 2014 - All rights reserved


https://standardsiso.com/api/?name=f2b22a4ed97141ca18cfc34bb7df5da7

ISO 18091:2014(E)

— adequate supervision until personnel become sufficiently competent,

— assessment of personnel performance (e.g. through customer/citizen surveys for designated
officials),

— assessment of personnel satisfaction and/or the local government organizational climate, and

— control of the use of temporary staff and/or outsourcing of local government products/services.

6.2.2 Competence, training and awareness

ISO 990172008, Quatity mramagement systenrs — ReqUirenrents

6 Rgsource management

6.2 Human resources

6.2.2 Competence, training and awareness
The prganization shall

a) d¢termine the necessary competence for personnel performing work affecting/conformity to product
requfrements,

b) where applicable, provide training or take other actions to achieve the(necessary competence,
c) evaluate the effectiveness of the actions taken,

d) ensure that its personnel are aware of the relevance and importance of their activities and how|they con-
tribyte to the achievement of the quality objectives, and

e) miintain appropriate records of education, training, skills’and experience (see 4.2.4).

The local government should

a) gystematize the actions to determine training or other needs by comparison of the job r¢quirements
yith the current competence levels ofjits personnel,

b) implement training and awarenessyprogrammes to ensure that all personnel, regardless the type of
rogramme, have knowledge,of the quality policy and quality objectives, and the methods used to
chieve them,

c) plan the training programmes or other activities needed to ensure the use of competerlt personnel,
guch as the re-allocation of responsibilities, the use of new technologies, or the incorporption of new

Ilersonnel,
d) easure the€ffectiveness of the training programme,

e) 4Jssess within planned intervals the results of the actions performed and provide feedback on the
processyand

f) 1teview the training needs and determine further action, as necessary.
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Infrastructure

6 Resource

a) buildings,

IS0 9001:2008, Quality management systems — Requirements

management

6.3 Infrastructure

The organization shall determine, provide and maintain the infrastructure needed to achieve conformity to
product requirements. Infrastructure includes, as applicable,

workspace and associated utilities,

b) process equipment (both hardware and software), and

c) supportin

g services (such as transport, communication or information systems).

Local gover
such as facil
and cemetel
local govern
products/se
office furnit

The local go
the requirer

plans for infrastructure should consider the identification and mitigation of any associated risks.

6.4 Work

ments are usually responsible for the provision tolocal customers/citizens of infrastru
ities for water supply, for waste collection and disposal, schools, public lighting, sport :
ies. Another important part of the infrastructure is the resources necessary to suppof
ment’s quality management system processes, but which are not incorporated in the
rvices. Examples include government offices, communication facilities) computer netwj
ure, software and vehicles.

vernment should plan the provision and maintenance of the/infrastructure to comply
hents of the customers/citizens, of the processes and of thepyoducts/services provided

environment

rture
ireas
t the
final
orks,

with
.The

IS0 9001:20
6 Resource
6.4

The organiz{
requirement

NOTE The td
physical, eny

Woilk environment

08, Quality management systems — Requirements

management

ition shall determine and manage the werk environment needed to achieve conformity to proq
S.

rm “work environment” relates to those conditions under which work is performed including
ironmental and other factors (such as noise, temperature, humidity, lighting or weather).

uct

The local gd
differentprd
control then

These may
personnel o
the furnitury
factors (e.g.

vernment should idéntify the work environmental factors that affect quality within
ducts/services (e.g-tourism,wastedisposal,streetcleaning, office-based products/serv
n, and establish-improvement actions for them.

nclude human and ergonomic factors related to the facilities and equipment used b
" the customers/citizens (e.g. area, distribution and functionality of the spaces, adequg
e and-work equipment, disabled access, signalling and visual support) and environm
adéquate lighting, heating/cooling and ventilation of the work areas) that have an effé

their
ices),

y the
cy of
ental
ect in

the local goy

fermment processes.

The local government should implement feedback mechanisms that allow information, proposals and
suggestions from personnel and customers/citizens to contribute to improving the work environment.

20
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7 Product/service realization

7.1 Planning of product/service realization

IS0 9001:2008, Quality management systems — Requirements
7 Product realization

7.1 Planning of product realization

b) t

qr

(see
The

as a

tion

(see 13-
In planning product realization, the organization shall determine the following, as appropriate®

a) quality objectives and requirements for the product;

d) re¢cords needed to provide evidence that the realization processes and resulting product meetr

NOTE 1 A document specifying the processes of the quality management system (including the prd
zatign processes) and the resources to be applied to a specific product, project or contract, can be 1

NOTE 2 The organization may also apply the requirements'given in 7.3 to the development of prod

The organization shall plan and develop the processes needed for product realization. Planning of product
realization shall be consistent with the requirements of the other processes of the quality management system

1.2.4).

putput of this planning shall be in a form suitable for the organization’s method of operations.

quality plan.

processes.

He need to establish processes and documents, and to provide resources specific te'the product;

equired verification, validation, monitoring, measurement inspection and testactivities specific to the
prodjuct and the criteria for product acceptance;

Pquirements

duct reali-
eferred to

lict realiza-

In or(der to provide products/services, the local'government should develop processes that

a)

c)

d)

Somg of these processes can be outsourced (see 4.1 for the control of outsourced processes).

Asp

for each’product/service, which can be used as criteria for accepting that product/service.

identification and analysis of custome¥/eitizen requirements, statutory and regulatory r¢
applicable to the product, and the-organization’s own requirements;

design and development of the products/services in order to meet these requirements;

gupport processes, suchras’competence management, financial management, resour
gnd infrastructure management;

management proeesses, such as management review, and development strategy and p
jccounting praocess and anti-corruption process.

grtof planning for product/service realization, the local government should determine r¢

include

Pquirements

e provision

licy review,

pquirements

Planning should include, for example,

allocating responsibilities for carrying out product/service realization in a participative manner,

determining monitoring and measurement activities, and indicators for them,

designing templates needed to provide evidence of conformity, and initiating improvement, and

identifying potential emergency situations and potential accidents that may have an impact on the
local community and how it will respond to them: this should include provision for communication

and interaction with regional and national governments, as necessary.
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7.2 Customer/citizen-related processes

7.2.1 Determination of requirements related to the product/service

7 Productr

a) requirem
ties,

b) requirem
c) statutory
d) any addit

NOTE Post-(
such as main

IS0 9001:2008, Quality management systems — Requirements

ealization

7.2 Customer-related processes
7.2.1 Determination of requirements related to the product

The organization shall determine

ents specified by the customer, including the requirements for delivery and post-delivery actiy

ents not stated by the customer but necessary for specified or intended use, where known,
and regulatory requirements applicable to the product, and
jonal requirements considered necessary by the organization.

lelivery activities include, for example, actions under warranty provisions,eontractual obligat]
tenance services, and supplementary services such as recycling or final'diSposal.

—

ions

The local go

Product/ser
as well as th|
meetlocal g

The genera
determined
but not be li

safe, ac(
profess
accepta
an accej
conveni
prompt

respons

ent product/service hours for customers/citizens,

availability of €lear and precise information and/or instructions to customers/citizens,

vice requirements are those that are needed to meet.the needs and expectations of so
ose requirements that are not specified by the customers/citizens, but that are necessg
pvernment statutory and regulatory requirements, and public policies.

considering the equal rights and the dignity of the customers/citizens, and should ing
mited to, the following:

essible and hygienic facilities,
onal, human, honest and respectful behaviour of local government personnel,
ble waiting and/or response times,

btable price for thepreduct/service provision;

hess in resfiending to emergencies and/or crises,

iveness towards customers/citizens.

vernment typically provides a range of products/services with both tangible and intanfgible
componenty.

Ciety,
ry to

requirements of the products/services:provided by the local government should be

lude,

All products/services provided by the local government should have clear, concrete and consistent
specifications, depending on their scope and nature.

A citizen’s charter (see 3.4) is a typical document commonly adopted to specify the commitments of the
local governments toward the customers/citizens and their rights.

22
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7.2.2 Review of requirements related to the product/service

IS0 9001:2008, Quality management systems — Requirements
7 Productrealization

7.2 Customer-related processes

7.2.2 Review of requirements related to the product

The organization shall review the requirements related to the product. This review shall be conducted prior to
the organization’s commitment to supply a product to the customer (e.g. submission of tenders, acceptance of
contracts or orders, acceptance of changes to contracts or orders) and shall ensure that

a) pfoductrequirements are defined,

b) cqntract or order requirements differing from those previously expressed are resolved, and
c) the organization has the ability to meet the defined requirements.

Recards of the results of the review and actions arising from the review shall be maintained (see 4)2.4).

Where the customer provides no documented statement of requirement, the customer requirements shall be
confirmed by the organization before acceptance.

Whete product requirements are changed, the organization shall ensure thatrélevant documents 4re amended
and that relevant personnel are made aware of the changed requirements:

NOTE In some situations, such as internet sales, a formal review is impractical for each order. Inst¢ad the
revigw can cover relevant product information such as catalogues®r advertising material.

Local governments should ensure that the product/serviee requirements are defined in|measurable
termfs that allow objective verification of the products/sérvices provided.

Whehever a written request from the customer/gitizen is not expected, the local government should
make sure that it understands the demand before accepting it. This might be the case, for{example, in
the groduct/service of waste collection, publig lighting or building of roads, where the customer/citizen
does|not specifically request the product/service, but the local government foresees the ne¢d for it. The
requjrements should be documented.

7.2.3 Customer/citizen communication

ISO 9001:2008, Quality management systems — Requirements
7 Prjoduct realization

7.2 Customer-related-processes

7.2.3 Customer communication

The prganization'shall determine and implement effective arrangements for communicating with qustomers in
relatfion to

a) pfodtetinformation,

b Iaad 4 4 A L. 1 3 Liads A 4 |
eu\.iuu TCS, CUITT AT TS OT UT UCT ITalITulTI TS, TITCTOUTITS  aTITCTTUTITCTICS, aiTar

c) customer feedback, including customer complaints.

The local government should strengthen customer/citizen participation in its product/service-related
processes as a means for fostering transparency and public accountability.

The local government should establish effective processes that ensure communication and promotion
of the product/service, based on the requirements, characteristics, availability, price and related
procedures. Communication and feedback processes through the engagement of interested parties could
include information modules, a phone service, a website, e-mail, a citizen service desk, a complaints and
suggestion mailbox and the use of mass media.

The local government should establish an evaluation process of the communication with the
customer/citizen and other interested parties. This constitutes a source of reliable information for
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improvement, beyond the need to perform corrective actions to prevent the repetition of problems. This
activity is directly related to the concept of improvement (see 8.5).

7.3 Design and development

7.3.1 Design and development planning

IS0 9001:2008, Quality management systems — Requirements

7 Product realization

7.3 Design and-development
7.3.1 DesigI

The organization shall plan and control the design and development of product.

and development planning

During the design and development planning, the organization shall determine

a) the design and development stages,

b) the reviey, verification and validation that are appropriate to each design and development stage, and
c) the responsibilities and authorities for design and development.

The organizgtion shall manage the interfaces between different groups involved in'design and developmenft to
ensure effecfive communication and clear assignment of responsibility.

Planning output shall be updated, as appropriate, as the design and development progresses.

NOTE Desigh and development review, verification and validation have-distinct purposes. They can be con
ducted and recorded separately or in any combination, as suitable féfthe product and the organization.

In the cont‘sxt of local government, design and develepment is the process that transformg the
customer/citizen needs and expectations and/or the statutory and regulatory requirements, including
applicable public policies, into specified characteristics of the product/service to be provided.

Figure 2 shqws how the different stages of a design and development process interact with each ¢ther
and can be ysed as a means to establish this(process as part of the quality management system.
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Design review

A&
Customer / o Design & Design _
Citizen needs  —>» Design input —» Degelopment — Vutput —> ervice
rocess
A A
Verification
Validation <

Figure 2 — Design afid development process

As part of the design and developmentiplanning activities, the local government should consider
established objectives, customer/citizen requirements, statutory and regulatory requir¢ments, and
public policies.

Thelpcal governmentshould desighate an entity, internal or external, that will have specificrgsponsibility
and quthority for the design@nd development process.

For those design and_deveélopment projects that need several years for their implementation, the
planhing should consider different risks that can impact the life cycle of these projects, such as changes
in lofal government J)management, new or revised statutory and regulatory requirements, including
public policies, budget limitations and other variations.

As part of thevdesign and development planning, the local government should determing the stages,
schegluling”of activities, milestones, responsibilities and resources consistent with the planned
objeqtives, the schedule for the product/service provision and factors related to processes|linked with
othe government tevels-hradditioninsomeinstatcesthetocat government shoutdnramage interfaces
with internal and external entities.

The local government should keep records of the design and development planning activities when
required by statutory and regulatory requirements and for lesson learned activities.
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7.3.2 Design and development inputs

IS0 9001:2008, Quality management systems — Requirements
7 Productrealization

7.3 Design and development

7.3.2 Design and development inputs

Inputs relating to product requirements shall be determined and records maintained (see 4.2.4). These inputs
shall include

a) functional and performance requirements,

b) applicabl¢ statutory and regulatory requirements,
c) where apyplicable, information derived from previous similar designs, and
d) other requirements essential for design and development.

The inputs shall be reviewed for adequacy. Requirements shall be complete, unambiguous and.not in conflict
with each other.

In determinfng these inputs, the local government should consider

— conducfing a detailed analysis of all the requirements determined/during the planning stage for
defining those characteristics that will specify the product/servicg,

— all the Human, material and financial resources needed, including infrastructure,
— requirements related to suppliers,

— reviewipng previous similar designs for obtaining information that can show potential risKs for
the sucgess of the project, such as excessive costs,“énvironmental impacts, deviations relatged to
statutory and regulatory requirements, and project feasibility.

Once the inguts are determined, a review should-be performed to ensure these are adequate for the rest
of the design and development activities.

7.3.3 Desjgn and development outputs

IS0 9001:2008, Quality management systems — Requirements
7 Product realization

7.3 Design and development

7.3.3 Desigh and development outputs

The outputs jof desiginand development shall be in a form suitable for verification against the design and d¢vel-
opment inpuft and shall be approved prior to release.

Design and detzelopment outputs shall

a) meet the input requirements for design and development,
b) provide appropriate information for purchasing, production and for service provision,
c) contain or reference product acceptance criteria, and

d) specify the characteristics of the product that are essential for its safe and proper use.

NOTE Information for production and service provision can include details for the preservation of product.

The outputs of the design and development

— should describe the specified characteristics of the product/service to be provided to the
customer/citizen,
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should clearly indicate any applicable criteria for product/service acceptance: this criteria should

consider how the customer/citizen can interact with the local government in determining its level
of performance,

should be documented considering applicable statutory and regulatory requirements,

public policies.

7.3.4 Design and development review

can lead to changes, or to the development of statutory and regulatory requirements, including

7 Py
7.3 1
7.3.4

At sy
plan

a) td
b) td

Part
ment
taing

IS0 9001:2008, Quality management systems — Requirements

oduct realization
Design and development
Design and development review

itable stages, systematic reviews of design and development shall be performedin accordancg
hed arrangements (see 7.3.1)

evaluate the ability of the results of design and development to meet requirements, and
identify any problems and propose necessary actions.

cipants in such reviews shall include representatives of functiens/concerned with the design g

d (see 4.2.4).

stages(s) being reviewed. Records of the results of the reviews and any necessary actions shall be main-

with

nd develop-

Revi
proje

A sys

bw implies one or several activities undertaken(to determine how the design and (
ctis performing according to its planned arrangements.

tematic review means that the local government should consider the entire scope of th

deve
imp

Crit

need|to consider the defined design and development inputs and outputs, as appropriate. T
should clearly indicate who should participate in the review activities, such as interna
technpical experts, suppliers and members of management.

In so
or sit
of m

Recollr

appli

7.3.3

opment project in their planned design.and development reviews, including any situat
ct the achievement of the planned arrangements.

ia for conducting the design and'development review activities should be determined, 4

Ine instances, decisiofs need to be taken for adjusting the planned arrangements to ney
uations thataffectthe design and development project. These decisions should be taken
hnagement thdt have an adequate level of authority.

ds of theydesign and development reviews should be documented, giving due cong
cable statGtory and regulatory requirements.

Design and development verification

levelopment

e design and
on that may

swell asthe
hese criteria
customers,

v conditions
by members

ideration to

IS0 9001:2008, Quality management systems — Requirements
7 Productrealization

7.3 Design and development

7.3.5 Design and development verification

Verification shall be performed in accordance with planned arrangements (see 7.3.1) to ensure that the design
and development outputs have met the design and development input requirements. Records of the results of
the verification and any necessary actions shall be maintained (see 4.2.4).

The design and development verification can be a progressive process performed through several
stages, depending on the complexity of the design and development project.
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In some instances, one or more design and development verification activities can be carried out by
internal persons who did not participate in the design and development activities, or by external parties,
such as suppliers, technical experts, federal or state entities, and international public and private
organizations.

The records of the design and development verification should be documented, giving due consideration
to applicable statutory and regulatory requirements.

7.3.6 Design and development validation

IS0 9001:2008, Quality management systems — Requirements

7 Product realization
7.3 Design and development
7.3.6 Design and development validation

Design and development validation shall be performed in accordance with planned arrangements (see 7.3.1)
to ensure tht the resulting product is capable of meeting the requirements for the specified application or
intended usd, where known. Wherever practicable, validation shall be completed prior tothe delivery or inpple-
mentation of the product. Records of the results of validation and any necessary actions shall be maintaingd
(see 4.2.4).

Validation ghould always provide objective evidence that the product/service performance will be
consistent with its specified characteristics and its intended use or application.

Depending ¢n the complexity of the design and development project, different methods for validation
can be used| such as simulations, tests and prototypes.

Sometimes, fhe designand developmentvalidation cannotbe performed before theinitial product/sefvice
provision, and the local government should define the.appropriate methods for its realization.

In some instfances, the design and development validation should be performed with the participation of
arepresentative group of the customers/citizeds!

The recordg of the design and development yalidation should be documented, giving due considerption
to applicabl¢ statutory and regulatory fequirements.

7.3.7 Control of design and development changes

IS0 9001:2008, Quality management systems — Requirements
7 Product realization
7.3 Design Ind development

7.3.7 Contro¢l of design and development changes

Design and development changes shall be identified and records maintained. The changes shall be reviewefd,

verified and alidated;asapprepriateandapproved-beforeimplementation—The reviewof designand-devélop-
ment changes shall include evaluation of the effect of the changes on constituent parts and product already
delivered. Records of the results of the review of changes and any necessary actions shall be maintained (see

4.2.4).

The local government should determine a process for identifying and implementing any design and
development change. This process should include the methods for review, verification and validation, as
appropriate, and approval of the change.

Design and development changes can come from
— the corrective action process,

— the preventive action process
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suggestions,
adjustments to, or new, statutory and regulatory requirements,
the management review process,

interaction with external governmental entities, interested parties and suppliers.

Before accepting design and development changes, these should be validated, considering their potential
effect on the local government’s processes, compliance with applicable statutory and regulatory

requirements, and the satisfaction of the customer/citizen.

In sdme instances, design and development changes can atfect products/Services that are currently
being provided. The local government process for implementing changes should include pyovisions for
implementing the approved changes to these products/services.

The [records of the design and development changes process should be ddcumented,| giving due
consjderation to applicable statutory and regulatory requirements.

7.4 | Purchasing

7.4.1 Purchasing process

I1SO 9001:2008, Quality management systems — Requirements

7 Prjoductrealization

7.4 Purchasing

7.4.1 Purchasing process

The prganization shall ensure that purchased produict conforms to specified purchase requiremengs. The type
and ¢xtent of control applied to the supplier and(the purchased product shall be dependent upon the effect of
the gurchased product on subsequent realization or the final product.

The prganization shall evaluate and seleetsuppliers based on their ability to supply product in accgrdance
with|the organization’s requirements. Criteria for selection, evaluation and re-evaluation shall be gstablished.
Recards of the results of evaluation$iand any necessary actions arising from the evaluation shall b¢ maintained
(see f.2.4).

The invitation to become the supplier of a local government should be open, accessible, widelly published
and ¢ontain the necessary purchasing information (see 7.4.2).

The Jocal government should clearly identify its requirements for the product/service to b¢ purchased.
For gew suppliets, it may be convenient to include a test period or pilot scheme before final supplier
apprpval is granted.

The local government should maintain up-to-date information on its suppliers, evaluated on|their ability
to coniply with purchasing requirements both in terms of conformity of the product/service provided
and kot et . . .

The local government should integrate, whenever possible, its procurement activities with other local
governments in its region.

The i

nformation about approved suppliers may include

compliance with the applicable regulations (legal and fiscal aspects),
technical and administrative capacity,

economic capability,

that meets the requirements of ISO 9001:2008,
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— the supplier’s past performance record.

NOTE It

is important that local governments are aware of any applicable purchasing regulation.

7.4.2 Purchasing information

7 Productr

7.4.2 Purch

IS0 9001:2008, Quality management systems — Requirements

ealization

7.4 Purchasing

sing information

Purchasing i
a) requirem
b) requirem
¢) quality m

The organiz:
to the suppli

hformation shall describe the product to be purchased, including, where appropriate,
bnts for approval of product, procedures, processes and equipment,

ents for qualification of personnel, and

hnagement system requirements.

tion shall ensure the adequacy of specified purchase requirements prior totheir communicat
Je

on

Information|
documents)
and regulat

The purchal
communicat
checklists o

The specifig
attributes, d
methods by

7.4.3 Verification of purchased product/service

in the purchasing documents (e.g. requisitions, purchase orders, requests for tende

ry requirements.

sing documents should be reviewed and approved-by the competent authority b
ion to potential suppliers. It may be convenient-for the local government to have fg
 software that ensure the requirements are adeguately documented.

ations of products/services to be purchasedneed to contain at least the characteristic
escribing them in clear terms, includingyadditional information such as the processe
which they are produced and distributed by the supplier and their delivery moment.

r, bid

should be unambiguous with respect to what it is required;including applicable statytory

cfore
rms,

5 and
b and

1S0 9001:2(
7 Productr
7.4 Purchas
7.4.3 Verifig

The organiz:
purchased p

Where the o
zation shall s
information.

08, Quality management systems — Requirements
ealization

ing

cation of purchased product

ition shall establish and implement the inspection or other activities necessary for ensuring tH
Foduct meets specified purchase requirements.

taté\the intended verification arrangements and method of product release in the purchasing

'ganization or its customer intends to perform verification at the supplier’s premises, the orgapni

at

Local governments should have competent personnel, procedures and/or or operating instructions for
the inspection and verification of the received product/service.

Verification should include a check that the supplier has provided any necessary support documentation,
such as instruction manuals, warranties and maintenance manuals.

30
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Production and service provision

7.5.1 Control of production and service provision

troll

b) tH
c) th
d) th
e) th
f) th

IS0 9001:2008, Quality management systems — Requirements
7 Productrealization

7.5 Production and service provision

7.5.1 Control of production and service provision

The organization shall plan and carry out production and service provision under controlled conditions. Con-

bd conditions shall include, as applicable,

a) tHe availability of information that describes the characteristics of the product,

e availability of work instructions, as necessary,

e use of suitable equipment,

e availability and use of monitoring and measuring equipment,
e implementation of monitoring and measuring, and

e implementation of product release, delivery and post-delivery activities.

Cont

rolled conditions should include, as applicable

a) documents that describe the specified characteristi¢srof the product/service and the controls

1

q

b) 4
f

c) ¢
1

In lo
equij
softy
scald

Annse

The
accid
socid
whet|
occu

equired, such as documented procedures, work instructions, quality plans, visual ai
igns and banners,

ictivities that are needed before starting the;product/service provision, such as verifi
unctionality of equipment, the use of personhal protective equipment,

he product/service requirements,

cal governments, depending on the nature of the product/service provided, differ

yare. This also applies to.monitoring and measuring equipment, such as medical i
s and monitoring cameras.

x B provides elemients that can be considered in establishing controlled conditions.

-economdi¢gimpacts. The local government should periodically review, test, validate (se
e negessary, revise its emergency preparedness and response procedures, in particu
Frenice of accidents or emergency situations.

s, manuals,

ration of the

stablishing specific controls in the product/service provision processes in order to ensjure meeting

ent types of

bment are used, such as censtruction machinery, cleaning equipment, computer hardware and

nstruments,

ocal government should have processes in place to respond to actual emergency sitjuations and
ents, and te-prevent or mitigate associated adverse environmental, health and sdfety and/or

e 7.5.2) and,
lar after the
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7.5.2 Validation of processes for production and service provision

7 Productr

apparent onl

IS0 9001:2008, Quality management systems — Requirements

ealization

7.5 Production and service provision
7.5.2 Validation of processes for production and service provision

The organization shall validate any processes for production and service provision where the resulting output
cannot be verified by subsequent monitoring or measurement and, as a consequence, deficiencies become

y after the product is in use or the service has been delivered.

Validation sH
The organiz:
a) defined cJ
b) approval
c) use of spe
d) requirem

e) revalidati

all demonstrate the ability of these processes to achieve planned results.
ition shall establish arrangements for these processes including, as applicable,
iteria for review and approval of the processes,

bf equipment and qualifications of personnel,

cific methods and procedures,

ents for records (see 4.2.4), and

on.

In a local
product/ser
in some conj

One exampl

cases, it is pot normally feasible to make general excavations or to introduce inspection equip

into the wa
Any noncon
excavations
process, to

acoustic apy

Another exd
an online af
longer onlin|
activities to
times.

For these ca
review

define 9

povernment, these processes (also called “special processes”) are common wher
vice is provided with the customer/citizen present (face-to-face or online environment]
plex processes.

e of such a process might be the case of leak deteetion in domestic water supplies. In {

er pipes, and the process tends to be basedon acoustic emissions from the leaking
formity in the detection process only becemes evident when it is too late (when expe
have been made in the wrong location). It is therefore necessary to validate the dete
ensure that only qualified, specialized personnel carry out this process, using appy
aratus.

mple is when a customer/citizen is consulting for some information, or paying a duty
plication provided and supported by the local government, and suddenly the system
e. The local government should make provisions for implementing preventive mainten
the system and relateéd hardware to ensure the online application will run in the spec

ses, the following process validation steps are usually needed to
and verify-the method to ensure its capacity to achieve the planned results,

nd miake available the necessary equipment and infrastructure,

designafeZspecific, competent personnel who have the necessary training, qualification af

the
and

hese
ment
pipe.
hsive
ction
oved

with
is no
ance
ified

\d /or

experience,
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have records that allow feedback based on the actual process results.
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NOTE In some industry sectors, configuration management is a means by which identification and
are rhaintained.

IS0 9001:2008, Quality management systems — Requirements
7 Productrealization

7.5 Production and service provision

7.5.3 Identification and traceability

Where appropriate, the organization shall identify the product by suitable means throughout product realiza-
tion.

The organization shall identify the product status with respect to monitoring and measurement requirements
thro

ighout product realization.

Whefe traceability is a requirement, the organization shall control the unique identification ef.the product and
mairtain records (see 4.2.4).

traceability

In a local government, product/service identification and traceability are.important for

a)

b)

c)

d)

e)

Pro

[:Izvestigation and handling of complaints.

onitoring of the status of product/service provision through:the whole productior

process, in

elation with the planning and formal promises given to the/customer/citizen (e.g. citizens charts,

overnment plan or campaign promised to constituencies)s

equirements, and the establishment of the appropriate.connection with relevant monitoring and

easurement,

¢orrectly meeting statutory and regulatory requirements, e.g. in birth certificates, not
and circulation permits,

gnalysis of the impact of the product/sexvice provided on the parties involved, and {
e¢conomic benefit of the product/serviceyand

ary records

he social or

ct/service provision proeesses should include a means of identification and traceability, in

ordef to achieve the identifidation and traceability needed to ensure customer/citizen gatisfaction,
accoyntability, transparency.and compliance with statutory and regulatory requirementf, as well as

with|public policies.

Reco‘|rds needed to ensure adequate identification and traceability may include

information.‘giving the relation between the products/services provided and
requirements,

the destination, delivery sites and dates/times of the products/services,

idebtification-aoftha lacal oquarnmant marconnal and /ar cuictamare
e errtatroTr O e o tar g O v ererre oo T e o/ o cuasStoer>

=
e
e
e
Ko
J«
e
e
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7.5.4 Customer/citizen property

IS0 9001:2008, Quality management systems — Requirements
7 Productrealization

7.5 Production and service provision

7.5.4 Customer property

The organization shall exercise care with customer property while it is under the organization’s control or
being used by the organization. The organization shall identify, verify, protect and safeguard customer prop-
erty provided for use or incorporation into a product. If any customer property is lost, damaged or otherwise

found to be ynsuitable for use, the organization shall rnpnrf thistothe customer and maintain records (cnc
o

4.2.4).

NOTE Customer property can include intellectual property and personal data.

The local ggvernment should exercise care with any information, document, materialy)equipment or
other item provided by the customer/citizen that is required for the product/serviee’ provision| The
local government should consider any applicable statutory and regulatory requirement.

If any outsourced process handles any customer/citizen property, the local government should define
specific controls for ensuring that this property is managed according to all the applicable requirements,

e.g.

— inthe c3se of a traffic violation, when the car of the infringer is taken to a place assigned by the|local
governinent that should have the procedures and equipment necessary for safe transportation and
protectjon against damage;

— whena ¢ustomer/citizen wishes to obtain a document, such as a passport, and personal identification
documents need to be submitted, these should be handled according to a specific procedurd that
ensured confidentiality and security from the corresponding office until they are duly returned,
once th¢ process is complete.

All the assefs the local government holds as_property should be considered as goods under safegpard,
since they afe common goods belonging to thelocal government’s customers/citizens. For this reason, the
local government should protect and safeguard them as a collective property of the customers/citigens.
The local gqvernment is responsible forthe effective care of the common goods entrusted to it,|such
as parks, riyers, sanitary landfills, styeets, urban infrastructure, history, files and cultural assets} It is
one of the r¢sponsibilities of the(local government to protection these assets as common goods, and to
preserve the¢m on behalf of the‘euistomers/citizens belonging to future generations.

In addition, pny intellectual property produced by the local government also needs to be considergd as
the collectivie intellectualproperty of the local government’s customers/citizens.

If the goodq provided by the customer/citizen are damaged, lost or destroyed, the customer/citizen
should be priomptlyinformed, preferably in writing, and the liability for any damage needs to be assumed
according tq the relevant regulations.

7.5.5 Preservation of product

IS0 9001:2008, Quality management systems — Requirements
7 Productrealization

7.5 Production and service provision

7.5.5 Preservation of product

The organization shall preserve the product during internal processing and delivery to the intended destina-
tion in order to maintain conformity to requirements. As applicable, preservation shall include identification,
handling, packaging, storage and protection. Preservation shall also apply to the constituent parts of a product.
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Customers/citizens expect that the local government will take steps to avoid deterioration of goods,
thereby avoiding wasted resources.

The scope and application of product preservation is related to the amount and type of products/services
the local government could provide, and can vary from merely administrative products/services to the
provision of tangible goods such as pavements, graves in graveyards, passports, driving licenses and
school breakfasts. When dealing with requirements related to the handling, storage, packing, shipping,
care and delivery of goods, the local government should consider all applicable normative, statutory and
regulatory, hygiene and work safety requirements.

7.6 _Control of monitoring and measuring equipment

I1SO 9001:2008, Quality management systems — Requirements
7 Prjoductrealization
7.6 Control of monitoring and measuring equipment

The prganization shall determine the monitoring and measurement to be undertakeirand the mon{toring and
meaguring equipment needed to provide evidence of conformity of product to determined requirermpents.

The prganization shall establish processes to ensure that monitoring and meastirement can be carried out and
are darried out in a manner that is consistent with the monitoring and measurement requirements

Whefe necessary to ensure valid results, measuring equipment shall

a) bg calibrated or verified, or both, at specified intervals, or priorto use, against measurement stgndards
tracgable to international or national measurement standards; witere no such standards exist, the pasis used
for calibration or verification shall be recorded (see 4.2.4);

b) b¢ adjusted or re-adjusted as necessary;

c) have identification in order to determine its calibration status;

d) be safeguarded from adjustments that would invalidate the measurement result;

e) be protected from damage and deterioration during handling, maintenance and storage.

In addition, the organization shall assess-and record the validity of the previous measuring resultsjwhen the
equipment is found not to conform to requirements. The organization shall take appropriate actiorj on the
equipment and any product affected,

Recards of the results of calibration and verification shall be maintained (see 4.2.4).

Wheh used in the monitoripgiand measurement of specified requirements, the ability of computer $oftware to
satisfy the intended appliCation shall be confirmed. This shall be undertaken prior to initial use an¢l recon-
firmed as necessary.

NOTE Confirmatien ef the ability of computer software to satisfy the intended application would typically
include its verification and configuration management to maintain its suitability for use.

The local.government should establish which monitoring and measurement equipment{ need to be
verifijed’or‘calibrated, and the degree of accuracy, error and frequency with which this should be done.
An imppotrtant consideration is whether the lack of verification or calibration can affect the quality of the
products/services to be provided. An example would be the case of drinking water meters, which, if not
well calibrated, can affect the monetary contribution of the customer/citizen to local government.

When a verification or calibration is considered necessary, the local government should evaluate the
need to establish calibration methods and define the records to be maintained. For example, calibration
may be necessary for measuring equipment used in the control of noise, gaseous emissions to the
atmosphere, pavements, lighting and/or incoming inspection of materials and goods.

The local government should have processes to evaluate and record the validity of the results of
measurements made when it is detected that the measuring equipment is not accurate.

In the case of applying computer programmes, the validity of the results should be verified, e.g. the
software used for the verification of pollutant emission.
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8 Measurement, analysis and improvement

8.1 General

needed

a) to demon
b) to ensure
) to continy

This shall in
use.

IS0 9001:2008, Quality management systems — Requirements
8 Measurement, analysis and improvement

8.1 General

The organization shall plan and implement the monitoring, measurement, analysis and improvement processes

strate conformity to product requirements,
conformity of the quality management system, and
ally improve the effectiveness of the quality management system.

flude determination of applicable methods, including statistical techniques, and.theextent of t
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all relevant requirements. As such, the effectiveness_6f the quality management sy

hnd, where appropriate, measurements should relate to the full range of products/ser
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es established, which reflect the priorities'of the local government.
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08, Quality\nianagement systems — Requirements
hent, analysis and improvement

ing and measurement

8.2.1 Custo

As one of the

ersatisfaction

measurements of the performance of the quality management system, the organization shall

monitor information relating to customer perception as to whether the organization has met customer require-
ments. The methods for obtaining and using this information shall be determined.

NOTE Monitoring customer perception can include obtaining input from sources such as customer satisfaction
surveys, customer data on delivered product quality, user opinion surveys, lost business analysis, compliments,
warranty claims and dealer reports.

The methods used for the monitoring of customer/citizen satisfaction should be selected to provide
meaningful information regarding customer/citizen satisfaction, as well as their priorities related
to product/service requirements. This information should be presented in a format that clearly
demonstrates progress and trends in customer/citizen satisfaction.
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The local government should determine and implement appropriate methods for acting upon the
customer/citizen satisfaction information, including communicating these results to interested parties.

Examples of monitoring and measurement of customer/citizen satisfaction include
— surveys of customers/citizens,

— customer/citizen observations suggestions, comments and complaints

— surveys and feedback from internal customers,

— focus group meetings,

— ¢ustomer/citizen emergency records,
— independent opinion polls.
NOTHE 1  See Annex B for guidance.

NOTHE 2  When appropriate, statistics differentiated according to sex are used-to identify differences between
women and men.

NOTE3  SeelSO10001,1SO 10002,1SO 10003 and ISO 10004.

8.2.2 Internal audit

ISO 9001:2008, Quality management systems — Requirements
8 Measurement, analysis and improvement

8.2 Monitoring and measurement

8.2.2 Internal audit

The prganization shall conduct internal audits at planned intervals to determine whether the quality manage-
ment system

a) cqnforms to the planned arrangements)(see 7.1), to the requirements of this International Standprd and to
the quality management system requirements established by the organization, and

b) is|effectively implemented and hraintained.

An apdit programme shall be planned, taking into consideration the status and importance of the grocesses

and areas to be audited, as well as the results of previous audits. The audit criteria, scope, frequendy and meth-
ods ghall be defined. Théselection of auditors and conduct of audits shall ensure objectivity and impartiality of
the gudit process. Auditors shall not audit their own work.

A dofumented procedure shall be established to define the responsibilities and requirements for planning and
conducting audits, establishing records and reporting results.

Recards of-the audits and their results shall be maintained (see 4.2.4).

The nanagement respon51ble for the area being audlted shall ensure that any necessary correctlons and cor-
ses. Follow-

up activities shall 1nc1ude the verlflcatlon ofthe actions taken and the reporting ofverlflcatlon results (see
8.5.2).

NOTE See ISO 19011 for guidance.

Quality management system audits should be distinguished from other internal audits typically
performed in government bodies, such as those relating to the use of public funds.

It is responsibility of top management to establish and support the realization of an internal audit
programme by appointing an audit programme manager and auditors.

[tis important that top management fosters an open-minded culture, where quality audits are perceived
as a means to improve performance and not as a means to assign blame for any problems encountered.
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Guidelines should exist for the selection and training of the auditors, and to ensure the maintenance and
continual improvement of their competence (see ISO 19011).

The local government should establish procedure that includes
— how the audit report will be used, including the distribution and follow-up of findings, and
— monitoring and improvement of the audit process.

NOTE See Annex B for guidance.

8.2.3 Monitoring and measurement of processes

IS0 9001:2008, Quality management systems — Requirements
8 Measurement, analysis and improvement

8.2 Monitoring and measurement

8.2.3 Monitoring and measurement of processes

The organization shall apply suitable methods for monitoring and, where applicable, measurement of the qual-
ity managemnjent system processes. These methods shall demonstrate the ability of theprocesses to achieve
planned resylts. When planned results are not achieved, correction and correctivedction shall be taken, as
appropriate.

NOTE When determining suitable methods, it is important that the organization considers the type and extent
of monitorinjg or measurement appropriate to each of its processes, in rélation to their impact on the confoym-
ity to produdt requirements and on the effectiveness of the quality management system.

The managdment indicators shown in the system presented-in Annex B can be useful in establishing
process megsurements.

Examples of processes that should be monitored include, but are not limited to,

— public procurement processes,

— strateg1 programmers and projects, such as public awareness,
— personijel development, and

— other processes as given in Afinex A.

The local gpvernment should“align monitoring and measurement activities with the policieg and
objectives. Monitoring and measuring activities should be performed in a way that does not qause
adverse reagtions.

The local ggvernment'should clearly define any methods used to monitor, measure, analyse anfd act
upon the ndn-effectiveness of the processes. Examples of the methods include comparative anajysis,
statistical njethods, seasonal or cyclic variations.

Where available, process benchmarks should be considered, both within and outside the local
government, as a part of the improvement and learning process.
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8.2.4 Monitoring and measurement of product/service

IS0 9001:2008, Quality management systems — Requirements
8 Measurement, analysis and improvement

8.2 Monitoring and measurement

8.2.4 Monitoring and measurement of product

The organization shall monitor and measure the characteristics of the product to verify that product require-
ments have been met. This shall be carried out at appropriate stages of the product realization process in
accordance with the planned arrangements (see 7.1). Evidence of conformity with the acceptance criteria shall
be maintained

Recards shall indicate the person(s) authorizing release of product for delivery to the customer(seg 4.2.4).

The felease of product and delivery of service to the customer shall not proceed until the planned qrrange-
ments (see 7.1) have been satisfactorily completed, unless otherwise approved by a relevant authoyity and,
whefe applicable, by the customer.

Mon{toring and measurement indicators for products/services should~be based, for ¢xample, on
parameters of adequacy, accuracy and timelines (see Annex B).

These indicators should be aligned with public product/service, pledges, commitments apd charters,
policiies and objectives.

The yesults of monitoring and measurement should be recorded and used to provide evidgnce that the
product/service has achieved the required outcomes. Where'available, the use of benchmarks should be
consldered, both within and outside local government aetivities.

8.3 | Control of nonconforming product/service

ISO 9001:2008, Quality management systems.>— Requirements
8 Measurement, analysis and improvement
8.3 Control of nonconforming product

The prganization shall ensure thatpreduct which does not conform to product requirements is identified and
contfolled to prevent its unintended use or delivery. A documented procedure shall be established [to define the
controls and related responsibilities and authorities for dealing with nonconforming product.

Whefe practicable, the organization shall deal with nonconforming product by one or more of the fpllowing
wayy;

a) by taking action-fe egliminate the detected nonconformity;

b) by authorizingits use, release or acceptance under concession by a relevant authority and, wherfe applicable,
by tHe customer;

c) by taking-action to preclude its original intended use or application.

d) by taking action appropriate to the effects, or potential effects, of the nonconformity when nondonforming
product is detected after delivery or use has started.

When nonconforming product is corrected it shall be subject to re-verification to demonstrate conformity to
the requirements.

Records of the nature of nonconformities and any subsequent actions taken, including concessions obtained,
shall be maintained (see 4.2.4).

In the context of local government, a nonconformity in the product/service provided means that one
or more requirements has not been met. These requirements may come from the customers/citizens,
from statutory and regulatory requirements, or they may be internal requirements defined by the local
government itself.
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The local government should establish a documented procedure indicating

a) appropriate actions to detect a nonconforming product/service,

b) the means to identify the nonconforming product/service,

c) controls to prevent the non-intentional use or provision of the nonconforming product/service, and
d) appropriate actions to avoid the nonconforming product/service being provided again.

The local government should define the responsibility and authority for monitoring the effective
implementation of this process.

In the case|of a nonconformity directly involving a customer/citizen, the local government \should
provide for

— contingency plans,

— transfer of the customer’s/citizen’s needs to other programmes,

— the dev¢lopment of improvement plans and agendas for subsequent fiscal periods, and
— appropiiate actions to handle any conflict.

NOTE It|is important that the local government also takes appropriate action to control outsofirced
products/serfvices.

8.4 Analysis of data

IS0 9001:2(08, Quality management systems — Requirements
8 Measurement, analysis and improvement
8.4 Analysip of data

The organizgtion shall determine, collect and analyse appropriate data to demonstrate the suitability and
effectiveness of the quality management system.ahd to evaluate where continual improvement of the effective-
ness of the qpality management system canbe made. This shall include data generated as a result of monit¢ring
and measurgment and from other relevantsources.

The analysis|of data shall provide information relating to
a) customerf(satisfaction (see 8.2);
b) conformity to product requirements (see 8.2.4),

c) characterjstics and trends'of processes and products, including opportunities for preventive action (see|
8.2.3 and 8.2.4), and

d) suppliers|(see 7.43-

The local gpvernment should determine and collect data regarding the performance of the qyality
management System and I1ts processes, as well as for the products/Services they provide.

Wherever possible, the data should be obtained from information systems that already exist within the
local government organization, such as

a) management review data,
b) information received from administrative personnel and the customers/citizens,
c) review of the product/service requirements,

d) product/service performance data, including the difference between product/service commitment
and actual delivery,

e) supplier evaluations,
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f) satisfaction surveys of customers/citizens and other interested parties,

g) results of audits,

h) monitoring and measurement at the beginning, during and at the end of processes,

i) product/service identification,

j)  verification and validation of the methods used for the monitoring and measurement, and

k) information on nonconforming products/services.

The data gathcl ed—and-the aual_ybia tcx.huiquco used—shoutdbe—consistent-with—the puypose of the
process and should reflect the performance of the process in meeting objectives. It should \bi¢ recognized
that Jocal government processes often have both quantitative and qualitative characteristjcs, and that
somg of the factors that have an influence on the local government effectiveness,are’outsjde the local
govefnment’s direct control. Data from some of these factors (e.g. the budget assigned, political factors,
burepucracy) should be considered as part of the data analysis and continualimprovement|process.

Wherever possible, the local government should analyse the informatior and data gathergd using, but
withput being limited to, numerical and graphical methods.

Examples of data analysis techniques can include

— ¢onceptual diagrams of processes, including process flow diagrams,
— histograms,

— ¢orrelation charts,

— gtatistical control charts,

— lrareto diagrams,

— ¢ause and effect diagrams, and

— flailure mode and effect analysis (FMEA).

Once the analysis of data has-been performed, it should be used to support the continual ifnprovement
process through the definitien of corrective and preventive actions. Records should be mpintained in
ordef to ensure continuity of the measurement and data collection system. The resulting|conclusions
from| data analysis, pérformance assessment, customer/citizen satisfaction analysis and analysis of
trends should be uséd-to improve the quality management system.

8.5 | Improvement

8.5.1 _Continual improvement

IS0 9001:2008, Quality management systems — Requirements
8 Measurement, analysis and improvement

8.5 Improvement

8.5.1 Continual improvement

The organization shall continually improve the effectiveness of the quality management system through the
use of the quality policy, quality objectives, audit results, analysis of data, corrective and preventive actions
and management review.

This usually implies systematic process improvement through the involvement of all personnel to
identify the need for change and to establish improvement projects within their scope of activity.
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In cases where there have been changes of responsibilities and authority, the improvement processes
should consider previous initiatives and decisions in order to ensure the continuity, effectiveness and
efficiency of the product/service provided.

Identification of potential areas for improvement can be based on information sources such as

internal evaluations of the understanding of the quality policy by local government personnel,
performance in the achievement of quality objectives,

process performance results,

inputs from customers/citizens and from other interested parties, such as industry, government
and socjety, and

analysig of interactions with other local governments or with other levels of government:

The continy|
the results d

al improvement process should consider any complaints received from customers/citigens,
f quality management system audits and the acceptance criteria of the results. It should also

consider thg resource availability required to perform the needed improvement dctivities (see Clauge 6).
8.5.2 Corrective action
IS0 9001:2008, Quality management systems — Requirements

8 Measurer|
8.5 Improv
8.5.2 Corre

The organiz{
Corrective a

bment

ctive action

hent, analysis and improvement

tion shall take action to eliminate the causes of @onconformities in order to prevent recurren
Ctions shall be appropriate to the effects of the-nonconformities encountered.

A documentg¢d procedure shall be established to define requirements for

a) reviewing nonconformities (including customeicomplaints),

b) determinjng the causes of nonconformities;

c) evaluating the need for action to ensure that nonconformities do not recur,
d) determinfng and implementing action needed,

e) records of the results of action'taken (see 4.2.4), and

f) reviewing the effectiveness-ofithe corrective action taken.

The local ggvernment fieeds to have a documented procedure to control corrective actions (including
the analysiq related’to the main causes and monitoring), to ensure its effectiveness and to avojid or
minimize the recurrence of the nonconformity. The evaluation should be designed to identify the main

causes before applying the corrective action.

Examples of nonconformity include, but are not limited to

42

nonconforming products/services,

objectives not met,

deviations from the local government programmes and plans,

unacceptable results from the design and development of local government products/services,

poor performance rates, nonconformity identified in the monitoring and measurement of processes
and products/services of the local government,

complaints of the customers/citizens and/or other identified interested parties, and
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— nonconformity from internal and external audits.

The extent of the corrective actions should take into account the potential risks associated with a
reoccurrence of the nonconformity. The corrective actions should be documented, recorded and properly
communicated to ensure their effective implementation.

8.5.3

Preventive action

IS0 9001:2008, Quality management systems — Requirements

8 Measurement, analysis and improvement

8.5
8.5.3

The
vent

Ado
a) dd
b) ey
c) dg
d) r¢

e) re

mprovement
Preventive action

brganization shall determine action to eliminate the causes of potential nonconformities’in org
their occurrence. Preventive actions shall be appropriate to the effects of the potefitial proble

rumented procedure shall be established to define requirements for
termining potential nonconformities and their causes,

raluating the need for action to prevent occurrence of nonconformities,
termining and implementing action needed,

cords of results of action taken (see 4.2.4), and

viewing the effectiveness preventive action taken.

er to pre-
ns.

The

occu
proc
well
impr

Typi

I q

— levels of achievement{of the quality objectives,

q

[ q

— interactiens (including benchmarking) with other local governments, and

— 1

dnalysis of costs Felated to the achievement of the quality objectives,

ocal government should have a documented precédure and a process (see 8.5.2) tf
frence of potential nonconformity to the customier’s/citizen’s requirements. The pr
bss usually result from the identification of a-potential nonconformity that has not yet
as an analysis of the causes and risks assdciated with it. Preventive actions can lead
ovements of the quality management system and the local government processes.

fal input information could include
inalysis of data (see 8.4) and its trends,

idministrative personnel performance indicators,

atisfaction.surveys of the customers/citizens and other interested parties,

esults of audits and management reviews.

lat prevents
cedure and
pccurred, as
to continual

The actions resulting from the preventive action process should be documented and people in the
appropriate organizational areas should be informed.

The lessons learned from the preventive action process should be reviewed, and the appropriate
functions and levels throughout the entire local government should be informed.
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Following local
government
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(Annex B)

Figure A.1 — Processes following local goverments outputs

3 a A manag ; , and
cure compliance with the existing legal framework, as well as with the requiremerjts of
itizens and of government products/services and strategies, should identify and define its
d their interrelations. These activities should be supported by the 39 indicators established

1 and application of these guidelines during the definitions of these iprocesses (seq 0.2)

hsive

ures A.1 and A.2 offer a graphic presentation of a model of a quality management syjstem
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