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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.

The procedy

described i
different ty
editorial ru

Attention is
patent right
any patent 1
on the ISO li

Any trade n
constitute a

For an expl
expressions
the World

www.iso.or

the ISO/IEC Directives, Part 1. In particular,
bes of ISO documents should be noted. This document was drafted in accordance\wit
es of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

drawn to the possibility that some of the elements of this document may\be the subjg

ights identified during the development of the document will be in the)Introduction ar
st of patent declarations received (see www.iso.org/patents).

hme used in this document is information given for the conyvenience of users and doe
h endorsement.

anation of the voluntary nature of standards, the ineaning of ISO specific terms
related to conformity assessment, as well as infermation about ISO’s adheren
Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT)
b /iso/foreword.html.

This documlent was prepared by Technical Committee“ISO/TC 176, Quality management and qt

assurance, S

Any feedbad
complete lis

ibcommittee SC 3, Supporting technologies.

k or questions on this document sheuld be directed to the user’s national standards bo
ting of these bodies can be found atwww.iso.org/members.html.

ect of

s. ISO shall not be held responsible for identifying any or all such patént-rights. Detafils of

1d /or

S not

and
e to
see

hality

dy. A

© IS0 2022 - All rights reserved


https://www.iso.org/directives-and-policies.html
https://www.iso.org/iso-standards-and-patents.html
https://www.iso.org/foreword-supplementary-information.html
https://www.iso.org/members.html
https://standardsiso.com/api/?name=be3355ed90327d10f7388c21ed2aa227

IS0 10010:2022(E)

Introduction

0.1 General

The purpose of this document is to assist an organization in understanding, evaluating, and improving
its quality culture to enhance organizational performance and to help achieve sustained success.

This document provides guidance on how to understand, determine, analyse, evaluate, implement,
embed and sustain the desired quality culture consistent with the context of the organization.

It also details:

— the role of leadership and people engagement in achieving a desired quality culture;

— the role of quality culture in the performance of the organization in satisfying its customers and
ther interested parties;

— the ongoing determination of risks and opportunities for improvement relevant to quality culture;

— integration of the seven quality management principles (see 0.2)5in the organization’s quality
¢ulture.

A representation of the framework for recommended actions is/provided in Figure 1.

Understand issues affecting
organizational quality cultufe:
— size, complexity, maturity,

\\'Q"’ location
Understand the context — external and .mternal n¢eds
> and expectations
of the o ization
Endure ongoing Cfguse 4)
actjvities to sustain the i Ensure quality culture is

degired quality culture consistent with:

— context

Mohitor and measure — policies
performance against . . . — vision

agrked metrics Embed nd. sustain DeterrTune desired —  mission
desired quaity culture quality culture — values

Usq results of analysis
to develop continual
impgrovement activities

(Clause 5)

Determine relevant risks
and opportunfities

(Q@es 8&09)

Develop assessmient tools

Talfe action to address :
and metrics

: Determine and implement
rel¢vant risks,and

Determine current

opportunities actions to achieve quality culture Analyse current|quality
desired quality culture culture
(Clause 7) (Clause 6) Evaluate results

Figure 1 — Quality culture framework

0.2 Quality management principles and fundamental concepts

The quality management principles and fundamental concepts described in ISO 9000:2015 are reflected
in this document as they can assist the organization in developing a quality culture that helps meet
challenges that arise in today’s environment of change and increasing expectations.
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The seven quality management principles are:

NOTE Fyll descriptions of the quality management principles are provided in ISO 9000:2015;.2.3.

Vi

customer focus;
leadership;
engagement of people;
process approach;

improvement;

. 1 T 1.
evidence=based CCCISTOIT-NTakIIg;

relationship management.

© IS0 2022 - All rights reserved


https://standardsiso.com/api/?name=be3355ed90327d10f7388c21ed2aa227

INTERNATIONAL STANDARD ISO 10010:2022(E)

Quality management — Guidance to understand, evaluate
and improve organizational quality culture

1 Scope

This document gives guidance on the evaluation, development and improvement of organizational
qualjty Ttulturetotetp—am orgamnization toachieve sustaimed SucCess. 1 s documernt takes into
accolint the fundamental concepts and quality management principles, with specific focds on people
engagement and leadership.

The [recommendations in this document are generic and are intended to rbe’ applicpble to any
orgahization, regardless of its size, industry, location, maturity or the products:and service$ it provides.

NOTH This document provides example tools for the evaluation of organizational quality cullture by self-
assessment to determine quality culture maturity and potential for improvenient.

2 Normative references

The following documents are referred to in the text in such*a way that some or all of their content
constitutes requirements of this document. For dated feferences, only the edition cited [applies. For
unddted references, the latest edition of the referenced@document (including any amendments) applies.

IS0 9000:2015, Quality management systems — Fundamentals and vocabulary

3 Terms and definitions

For the purposes of this document, theé\terms and definitions given in ISO 9000:2015 and the following
apply.

ISO gnd [EC maintain terminology databases for use in standardization at the following addresses:

— ISO Online browsing platform: available at https://www.iso.org/obp

— IEC Electropediaz-avdilable at https://www.electropedia.org/

3.1
cultyre
integrated shared values, beliefs, history, ethics, attitudes and observed behaviours

Note [l t6entry: In this document, “culture” refers to organizational culture.

3.2

quality culture

culture (3.1) supporting the achievement of a quality policy and objectives, and the delivery of products
and services that meet the needs and expectations of customers and other relevant interested parties

3.3
process owner
person (or team) responsible for defining and maintaining a process

Note 1 to entry: At the organizational level, the process owner is the person (or team) responsible for the
description of a standard process; at the project level, the process owner is the person (or team) responsible
for the description of the defined process. A process can therefore have multiple owners at different levels of
responsibility.

©1S0 2022 - All rights reserved 1
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O/IEC/IEEE 24765:2017, 3.3068]

benchmarking
comparative evaluation and/or analysis of similar operational practices

[SOURCE: IS

0 14644-16:2019, 3.3.1]

4 Context of the organization
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culture that results in behaviour, attitudes, activities and processes that deliver 1
illing the needs and expectations of customers and other relevant interested parties.”

ation should consider quality culture as an integral part of the wider ©rganizational cul
hot a defined quality management system has been implemented,.atid take into accourn

urs that support the provision of product or service quality;
b1 focus;

d opportunities;

jance evaluation;

b1 improvement.

e the maturity of its quality culture, the)organization should determine the level to y
ion of quality management principles.and fundamental concepts has been embedded
al culture and consider its impact-on the establishment, operation and maintenan|
al systems, processes and procedures.

a quality culture, the organization should ensure that its vision, mission and value

kpectations of relevamnt interested parties. Figure 2 demonstrates this.
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Organizational culture

Political and

NOTH

concg

K

4.2

4.2. 1—Extermalanmd-imtermal issues

4.2.1

and ipternal and externala.éges that contribute to quality culture. For more information on the

ECONOMIT Mission, vision B Rijsk-hased
impacts and values thinking

Technological

status Customer

focus

Quality management
principles and
Goals and fundamental concepts
objectives

Compliance
obligations

Interested
party needs
and

Leadership expectations

History and

traditions Continual

improvement

Environmental
aspects and
impacts

Q

Figure 2 is for illust aQn only. It includes examples of fundamental concepts, management principles

pts and quality man ent principles, see ISO 9000.

S

igure 2 — ple of a relationship between quality culture and organizational

U t@tand the context of the organization

.1 General

fundamental

culture

The organization should consider the external and internal issues relevant to the organization’s quality
culture during the development of the organization’s vision, mission, values and objectives.

EXAMPLE1 An organization that prides itself on independence and being entrepreneurial as a
its culture, can run different sites independently. However, the business requires coordination and standard
processes, which are identified as an internal issue.

EXAMPLE 2

core basis of

A start-up organization has no documented processes before entering a new, highly regulated

market which requires defined levels of documentation and records. This requirement to meet compliance
obligations is identified as an external issue that will impact the desired quality culture.

©ISO
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In both examples, the organizations should analyse their quality culture and identify whether there is
a need for change.

Historic issues and expectations can also influence quality culture. This can be experienced at various
levels such as internationally, within industries or within a single site.

EXAMPLE 3  An organization reconsidered its approach towards virtual workplaces and remote working due
to a series of events including a pandemic, a natural disaster and supply chain issues, which impacted its quality
culture.

There is not a single quality culture that suits all organizations. Just as the impact of context on an
organization is very specific, the quality culture will reflect this, and this can be seen in differences
even within|the same organizations, across different settings such as sites, departments, teams,qr job
roles.

4.2.1.2 External issues

The organization should consider external issues with the potential to have a majorsimpact on qyality
culture. These include the following:

a) industry and sector-specific (see below);

b) country and region;

c) political, economic, social and cultural factors and religious beliefs;

d) legal, stptutory and regulatory requirements;

e) needs and expectations of customers, supply chain and other interested parties;
f) competitive and market forces;

g) technolpgical status;

h) environmental aspects and impacts;

i) historyfnd traditions;

j) local demography.

The organigation should ensure’ that it understands quality expectations and requirements in
its industry| or sector [see d),above], as these vary and will have an impact on quality culture| The
organization should takelinto account such characteristics as specific quality requirements| and
expectationy, legal, regulatory and statutory requirements, standards and industry requirements,
and other industry-specific influences. A highly regulated industry is likely to have a different qyality
culture to ipdustries where price can be a more significant factor (e.g. an organization in the hjighly
regulated pTarmaceutical industry differs from an organization in the fashion industry).

4.2.1.3 Internal issues

The organization should consider internal issues with the potential to have a major impact on quality
culture. These include, but are not limited to:

a) leadership and people (see 4.2.1.4);
b) productand service offering;

c) organizational maturity (see below);
d) approach to risks and opportunities;

e) resourcing;

4 © IS0 2022 - All rights reserved
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f)
g)
h)
i)
j)
k)
1)
The

training and education;

awareness of the need for quality culture;
available technologies;

earning expectations;

collective agreements and labour representatives;

diversity of workforce;

1 1 o | )
CUUdUR dITU CUIITPIAITILS.

Trganization should consider its development stage and maturity [see c), above] when eyaluating its

curr
stagg
Qual
SO a |

The
of m

ent quality culture and planning for improvement. Development stages can evolye fro

of entrepreneurship, through periods of rapid growth and on reaching.establishg
ty culture develops as a quality management system becomes more established ang
tart-up business is likely to have a different quality culture to that of an.established o

m the initial
bd maturity.
embedded,
rganization.

prganization should consider where the focus of its quality culturé-should be accordinjg to its level

hturity, taking into account its long-term plans to ensure that focus does not exclud

b or conflict

with|other key aspects of quality culture.
EXAN
empH
estab
chan
prod

PLE An organization in the initial stages of development/can have a quality culture that g
asis on rapidly meeting an emerging need than it does on the'quality of its products and ser
lished organization with a secure customer base can have a quality culture that is less agi
bes in the needs and expectations of its interested parties but a good understanding of the
cts and services.

laces greater
yices. A more
e in meeting
quality of its

4.2.1.4 Leadership and people

The |organization should demonstrate top management commitment in the develd
imprpvement of quality culture, as this is potentially the most significant factor. Top 1
should direct the organization’s vision,mission, values and culture, and ensure that desirecd
are demonstrated and communicated. The organization should also take into account the g
of kely people of influence outside‘of top management, including (particularly for small or
the personality of the owneryas-such influence can also be a key factor.

pment and
hanagement
behaviours
ersonalities
banizations)

ce of people
n important

To ensure quality culture.is effective, top management should be aware of the importan
throyfighout an organization: behaviours, competences, experience and diversity all play a
role |n cultural mattyity and the achievement of plans for quality improvement.

NOTH Guidance on competence and people development is provided in ISO 10015.
4.2.1 Understanding the needs and expectations of interested parties
ISO 9004:2018 4.1 states that “the qn::]ify of an organization is the dpgrnp to which flhe inherent

characteristics of the organization fulfil the needs and expectations of its customers and other
interested parties, in order to achieve sustained success”. The organization should therefore take into
account the needs and expectations of customers and other relevant interested parties and ensure
these are aligned with the organization’s vision, mission and values. The organization should ensure
objectives are achievable and form the basis for continual improvement (see Figure 1).

NOTE ISO 9004:2018, 4.1, NOTE 1, clarifies the origin of the term “quality of an organization” ‘The term
“quality of an organization” is derived from the definition of “quality” given in ISO 9000:2015, 3.6.2 (“the
degree to which a set of inherent characteristics of an object fulfils requirements”), and from the definition
of “requirement” given in ISO 9000:2015, 3.6.4, (“needs or expectations that are stated, generally implied or
obligatory”). Itis distinct from the purpose of ISO 9001, which focuses on the quality of products and services that
meet customer and applicable statutory and regulatory requirements and enhance its customers’ satisfaction.’
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5 Determine desired quality culture

5.1 General

The organization should use its understanding of its context, including external and internal issues
(see Clause 4), to determine the desired quality culture. In determining the desired quality culture, the
organization should be aware of the interdependency of vision, mission, values and culture and their

dynamic rel

ationships.

The desired quality culture should be clearly articulated, accessible and retained as documented

information

. This can include:

— aqualit

expecte

The organiZ
the determi

The organiz
or service f

organizatiof should determine the needs and expectations of customers and other relevant inter¢

parties with

The type o

y culture commitment statement, which should be integrated with organizational poli

d behaviours and values to support the desired quality culture.

hation and implementation of the desired quality culture.

ts in with that model to understand what its desired quality culture is or should be

respect to deliverables, through processes such as custonierfeedback.

[ quality culture the organization desires can be influenced by characteristics o

organization, such as:

a) working
b) mass ay
c) custom
d) solely sg
e) singles
Once the dd
other sourc
meeting the
5.2 Lead

The organiZ
and signific

Top manage

b directly with customers;
tomated production;
and/or handmade product;
Pr'Vice or resource provision;
burce supplier or customer.

sired quality culture is-identified, the organization should use tools and techniqueg
bs of data, such as thesé described in 6.2, to measure performance and determine i
standards for desirfed-quality culture.

ership roles)and responsibilities

ation should recognize that quality culture is an important part of organizational cu
intly influenced by the attitude, thinking and understanding of top management.

ment should formulate a quality policy consistent with its vision, mission and values

ation should provide opportunities for people working at different levels:to participz

ation should understand its own business model and where the)quality of its prd

Cies;

te in

duct
The
bsted

[ the

and
it is

lture

The

quality poli

y and culture should supportthe organizations strategic direction and clariry the inte

ntion

and direction of the organization in terms of quality. The quality policy should be coordinated with the
desired quality culture development and integrated with the quality management system.

Top manage
— establis
provide
engage,

define e

ment should:

h and communicate the desired quality culture;

relevant policies and resources;

direct and support quality culture within the organization;

xpectations and desired behaviours;

lead by example.
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Leadership at all levels should demonstrate the desired quality culture of the organization and
communicate that it is a shared responsibility throughout the organization, across all operational and
geographic boundaries.

Top

a)
b)

c)

d)

f)
g)

6

6.1

management responsibilities include:

determining the organization’s vision, mission, values and quality policy;

integrating requirements for quality culture with management systems through business

processes;

determining planning, strategic direction, objectives and performance metrics to develop desired

quality culture;

eénsuring the desired quality culture takes into account the capabilities cand p|
improvement of the organizational culture;
:[:

oviding adequate resources for the development of quality culture;
identifying, appointing and developing quality culture champions;

¢nsuring ongoing commitment to quality culture to support sustained success.

Determine current quality culture

General

Every organization has a quality culture, whether\or not they know or measure it. The ¢

shou

the dffectiveness of quality culture. The indicators should cover all aspects of the orga
performance criteria should clearly express:the level and status of quality culture that the g
wants to achieve and clarify the quantitative and/or qualitative target of each indic
describing the status and level required;

6.2
The

Decide what will be measured and how

dividion, site, plant or,ceuntry). Once this has been determined, the organization sh|

the

¢riteria for measuring quality culture (e.g. understanding of the quality policy and

how [people workingyon behalf of the organization comply with management system ar
behaviours, mind=sets and attitudes towards quality).

The

organization should determine appropriate tools, techniques and sources of data

unddrstanding of the organization’s quality culture. These include, but are not limited to:

a)
b)
‘)
d)
e)
f)

otential for

rganization

|d establish measurable performance criterja;indicators and target values thatare userji to evaluate

ization. The
rganization
htor, clearly

prganization should determine the scope of the quality culture evaluation (e.g. total organization,

ould decide
| objectives,
Fangements,

that enable

interviews or consultations with key interested parties (e.g. customers, employees, suf

pliers);

behavioural and other surveys;
assessment of risk;
workshops and other meetings;

suggestion boxes;

quality performance-related data (e.g. nonconformities, customer complaints, design changes,

deviations from objectives, recalls, audit reports, accidents, events and incidents).

Top management should determine what will be measured and define management responsibility and
accountability at the highest level.
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The organization should use a combination of data streams and techniques to ensure a multi-directional
view of quality culture. An organization that has not yet determined its desired quality culture can use
the results of the data to establish targets and build these targets into quality objectives.

6.3 Monitoring and measuring current quality culture

After determining its desired quality culture (see Clause 5), the organization should evaluate the
current quality culture. This can be done by undertaking an analysis of the current culture against the
desired culture, and/or assessing desired behaviours and characteristics.

The evaluation should include as a minimum, determining the:

a) date/tithe period of evaluation;

b) scope of evaluation (e.g. location, department, organizational unit, size of assessment.sample)
c) particigants and potential need for confidentiality;

d) desired|cultural indicators;

e) charactpristics that demonstrate the desired culture;

f) maturitly level indicators increasing towards the desired culture;

g) system for scoring to enable subsequent assessments to demonstrate positive or negative chgnges
to matulrity levels of the desired culture.

To enable djrect comparison of results, consistent question.sets should be used for surveys and ¢ther
measurement tools for agreed periods of time. Documented information related to analysis should be
maintained pnd retained for future benchmarking.

NOTE A example of a quality culture survey is provided in Table A.1.
6.4 Analyse and evaluate the currentquality culture

6.4.1 General

Once all the data from surveys, indicators, workshops, interviews, etc. have been captured, the
organizatiof should analyse them.to understand what the current quality culture is and evaluate how
this compares to what is desired:

6.4.2 Anadlyse currentquality culture

The organifation<should consider the most effective methods of presenting the data to enable
understanding and-see gaps. Examples of useful tools include:

— pareto harts (graph thatincludes harc);

— run charts (data plotted over time);

— pie charts (data segmented visually);

— radar or spider charts (plotting values with multiple variables);

— scatter diagrams (using dots to represent values for two variables).

The organization should use the data to generate ideas and actions to address gaps or meet set targets.

The organization should capture as much information as is needed to understand what drives culture
to enable it to plan and implement specific actions to build the desired culture and avoid a generic and
scattered approach. This work is diagnostic in nature.

8 © IS0 2022 - All rights reserved
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The organization should seek to understand the root cause of issues. Root cause analysis requires a
qualitative approach; a quantitative approach is rarely enough. The organization should ensure the
approach it takes to changing elements of the quality culture is based on understanding the qualitative
analysis of root causes.

NOTE A quantitative approach can reveal a culture where people avoid speaking up. However, the cultural
drivers behind a lack of speaking up can be numerous: fear of getting into trouble, fear of reprisals, a desire to
respect elders, or because people are disengaged and feel they are never listened to.

The organization can use the following to support analysis:

a) overall indication of organizational culture based on prevailing external values;

b) detailed focus on prevailing external values;
c) overall indication of trends about inclination to improve organizational culture;
d) detailed indication of people’s inclination towards improving quality culture;

e) overall readiness for acceptance and engagement in systematicimprovement ¢f proposed
¢omponents of quality culture.

Oncd data are analysed, an action plan should be prepared (see Clauseé 7) if necessary. The ¢rganization
should communicate the results of the analysis with relevant/interested parties. This shpuld include
inforymation on both the current quality culture and the desiréd quality culture. These actigns can form
part pf the organization’s quality objectives and be evaluated through periodic managemerit review.

6.4.3 Evaluate current quality culture

The prganization should use root cause analysis;to evaluate results derived from data. The following
stepg can be used:

a) identify and describe the problem clearly;
b) identify the possible causes of the problem;
c) ask “why?” five times to get¢o the root cause;

d) ¢stablish a timeline from the normal situation up to the time the problem occurfed (include
1eedback from custorners and other relevant interested parties);

istinguish between root cause and other causal factors (e.g. event correlation);
f) e¢stablish a eatisal graph between the root cause and the problem;
g) 4ddress-each root cause with an action plan (see Clause 7).

The |organization should ensure that root cause analysis considers the broad rang¢ of shared

orga hizational heliefs that undernin the wav neanle hehave
HZaH0hRa+-beHed ¥ Way-peopreDenave

NOTE If there is a common belief that hitting production targets is of primary importance, this can lead to
people not reporting issues, because of concerns that this can slow production and it is possible that reporting
leads to reprisals. This in turn can directly lead to quality issues and customer dissatisfaction.

7 Determine and implement actions to achieve desired quality culture

7.1 General

The organization should take into account that while quality culture can be seen as intangible, the return
on investment can be substantial in terms of improving performance and growth of the organization.
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To support achievement of the desired quality culture, the organization should ensure:

a)

b)

c)

d)

f)
g)

h)

7.2 Determine quality culture strategy

7.2.1 Aspiects of quality culture

management at all levels demonstrates ongoing support for quality initiatives, including desired
behaviours;

top management develops the organization’s vision, mission and values, and communicates these
to all employees and other relevant interested parties;

regular review and, if necessary, updates of, vision, mission and values to reflect changes to
external and internal context;

quality objectives are established and communicated to all employees and other relevant interested
parties;

objectivies are regularly reviewed and updated, as necessary;
employ¢e performance indicators are linked to quality objectives;

regular|engagement with customers and other relevant interested parties to respond to changing
needs dand expectations, including when developing products and services, evaluating ¢rder
fulfilment and considering changes within the marketplace;

financigl and other incentives are based on organizational policies ‘(employee recognition and
reward|should be appropriate for the organization and its culturej’

The organization should consider different aspects of quality culture when establishing strategy,|such

as:
a)
b)
‘)
d)

intangible culture (related to values);
behavigural culture;
institutjonal culture;

material culture.

NOTE Intangible and behavioiiral cultures are internal manifestations of quality culture, which are diffficult
to form and dhange. Institutional’ and material cultures are external manifestations of quality culture and gasier

to form and dhange.

7.2.2 Estdblish quality culture strategy

The organization can adopt different approaches to establish its quality culture strategy. Thes¢ can

include one brmore-ofthe fu}}uvvius.

a)
b)

<)

d)

10

following: a reactive culture that allows others to lead and innovate while the organization follows;

compliance: a basic and steady quality culture, in which quality levels meet legal, statutory and
regulatory requirements;

innovation: an innovative and inclusive quality culture, requiring research and development,
design and other aspects to focus on quality;

leading: a constantly improving quality culture, where the organization is expected to be proactive
so that its quality level continuously exceeds that of competitors and itself.
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Top management should establish a relevant and achievable quality culture strategy, aligned with the
organization’s strategic plans.

NOTE Guidance on innovation management is provided in ISO 56002.

7.2.3 Analyse need for quality culture in terms of quality strategy

Based on analysis of the quality culture in terms of the characteristics of the industry, its own
development stage and future development objectives, the organization should determine achievable
quality values and align these with its vision, mission and values.

Qual t_y vathresshoutdbe-intirewithsoctat PTogress; reflect-theneedsand cz&pcutatiuua qf customers
and ¢ther relevant interested parties, and support the organization to carry out quality/shanagement
activijities.

8 Embed desired quality culture

8.1 | General

The prganization should take action to embed the desired quality;culture, addressing [weaknesses
identified during analysis (see 6.4.2) and evaluation (see 6.4.3)<nd building on strength$ to support
deve|lopment.

The action(s) taken should be appropriate for the results.of\the assessment and evaluation,|Actions can

include

a) Iaintaining effective communication to celebratée quality management successes;
b) {raining for both top management and thevider workforce;

c) orkforce engagement, formal and informal awareness activities;

d) identification and appointment of quality culture champions;

e) getting individual quality culture objectives and commitments;

f) providing additional resources such as behavioural coaches;

g) j)ncentivization, recogiition and reward campaigns.

NOTH Guidance®n engagement is provided in ISO 10018.

8.2 | Enablé continual improvement of quality culture

Wheh the 6rganization has determined its current quality culture, evaluated the performafce data and
implemented an improvement plan, it should periodically review the same data collectioh processes.
The organization should check if actions taken are effective and evaluate if quality culture has
improved, stayed the same or declined.

Surveys that are repeated should be reviewed and adapted as necessary.

To enable continual improvement of the quality culture, the organization should monitor changes in the
context of the organization (see Clause 4), and take into account factors such as:

a) changes to top management;
b) acquisitions and mergers;
c) changesin business direction;

d) changes in quality policy;
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e) new products, services or processes;

f)

organizational performance.

The organization should assess if quality culture is, or can be, affected by risks related to changes so
that action can be taken to mitigate the risk before quality culture is negatively affected.

9 Sustain desired quality culture

9.1 General

The organiz

strengtheng
sustaining t
a) ongoing
b) people ¢
c) commu
d) manage
e) ongoing
9.2 Peop
9.2.1 Qua4

The organi3
guiding and
members of]

Quality cult
a) take inf

is integ]
b) organiz
c) coordin|
d) guidea

to adop
e) periodi
f)

ation should take action(s) to ensure that the desired quality culture is developed
d over time and is embedded in everything the organization does. Relevant action
he desired quality culture include, but are not limited to:

promotion of desired quality culture;

bngagement (see 9.2);

hication (see 9.3);

ment of change (see 9.4);

assessment and benchmarking (see 9.5).
le engagement

lity culture champions

ration should identify and appoint quality culture champions to take an active rg
encouraging people to adopt the desired quality culture. Quality culture champions ¢
top management but may also befrem different levels of the organization.

lire champions should:

‘ated into the system;

e work and activities'related to the desired quality culture;

mechar:|isms to improve quality culture;

ate and liaise with others, including process owners, to implement various systemg

 and demonstrate desired values and behaviours;

and
s for

le in
hn be

0 account the existing quality management system and ensure the desired quality cuflture

and

| peopleworking on behalf of the organization, including those who engage with customers,

alty amatyseamdevatuate the impact of activities to improve the desired quatity cutta

€

report regularly to top management on the enhancement of quality culture and make comments

and sug

gestions.

Top management should support and cooperate with appointed quality culture champions to advance
the desired quality culture.

12
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9.2.2 Awareness and training

Top management should take actions to raise awareness of quality culture and desired values and
behaviours amongst the people working on behalf of the organization. Actions should support people
to:

— learn, understand and demonstrate the quality values and policies of the organization;
— actas role models to new employees;

— internalize and adhere to the values of the quality culture;

— actively participate 1n activities to develop quality culture.

The [organization should recognize the importance of training when developingj. emHedding and
sustaining the desired quality culture and determine training content based on-the’qualjty strategy,
objectives, external context, and wellbeing of people working on behalf of the organization

The prganization should provide relevant training for anyone working on ‘behalf of the organization,
including top management and managers at all levels to improve_Qquality awarenes}, attitudes,
competence, and understanding and to ensure consistency.

Training should demonstrate aspects of quality culture and promote the desired quality culture.
Training can include:

a) ¢oncept of quality culture;

b) yision, mission, values and policies;

c) quality responsibilities and awareness of traditions;
d) processes, process owners and performance indicators for quality culture;

e) Other positive organizational quality ¢ulture practices.

9.3 | Communication

Top management and other_people with responsibility for quality culture should establish regular
comimunication about quality.¢ulture and its performance. The organization should commuhpicate about
how [this relates to the business performance, objectives, and the needs and expectations ¢f interested
parties. Communication ean be made using multiple methods.

Top management’should ensure that a communication plan detailing the types of communication is
developed and followed. The communication of information relating to quality culture should relate
to planned activities and results. Communication should be inclusive, taking into account the diversity
of workers;-such as people working remotely, shift workers, volunteers, workers with disabilities and
workKersS with varying levels of literacy.

9.4 Management of change

Changes in the organization and its context, including new product or service offerings, can have an
impact on the desired quality culture. To effectively manage potential changes, the impact of changes on
the desired quality culture should be discussed on a regular basis as part of the management process.
This discussion should include results of any new assessments or benchmarks. When doing this, it is
important to identify both positive and negative developments in quality culture. Examples of positive
and negative quality culture indicators are provided in Table A.2.

If there is a need for change in the quality culture, top management should develop a clear vision for
change. This vision should address the reason for change and its impact on the organization. The reason
for change should detail the intended positive outcome of the desired change in quality culture and
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