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About Qdot

Qdot managed by a team of experienced professionals, is committed to promote
quality & excellence culture in GCC (UAE, QATAR, KSA, Oman, Kuwait, Bahrain)by
providing below mentioned services.

Management System Services

e |SO 9001, ISO 14001, ISO 45001, HACCP, ISO 22000, FSSC 22000, BRC GS, Halal,
ISO 22716 (GMP),Organic Certification, ISO 27001, I1SO 41001, I1SO 37001, ISO
50001, ISO 55001, 1SO 17020 & ISO 17025 etc

Training Services
e |IRCA Approved Lead Auditor
* Awareness & Trainings on ISO Standards

Product Registration
e * SABER, SQM, SFDA, CITC, IECEE, ECAS, EQM, RoSH, EESL, SLCP, G-Mark etc

Qdot  ggcial Compliance
* SEDEX, SA 8000, amfori BSCI, ISO 26001, WRAP, GRLI, ESG, CTPAT etc

Toll Free: +971 800 QDOT9 info@qdot.ae
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KEY PLAYERS (@ iy
K.,

(CONFORMITY ASSESSMENT BODIES)

X O

*1 &5
[ ILAC INI@h‘NATlONAL LABORATORY ACREbfTATION

COOPERATION
[ IAF INTERNATIONAL ACCREDITA\“.ON FORUM
1“;"4\°> \L “:\
] EA\;\" EUROPEAN COOPERATI@ W FOR ACCREDITATION | "L-k'-
[ APLAC ASIAN PACIFIC LABORATORY ACCREDITATION
\
[ PAC PACIFIC AS‘lﬁu CCREDITATION COOPERATION X
,3\0.
[ AB ACCREDITATATION BODY (PNAC, UKAS, Elﬁ‘ etc)
[ CB ,\%%hTIFICATION BODY (BVQI, SGS, INTERTEK, DNV)
dot
Qdo X,
\C‘*
Q- \O"
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ILAC, IAF, APLAC AND PAC

www.qdot.ae

Evaluate
\E‘?

ACCREDITATION BODY
(ISO/IEC 17011)

chredlt Accredit X
; ‘g’:}'& \@m
| INSPECTION CERTIFICATION "
CAB’s LABORATORY
(ISO/IEC 17025) ~ BODY BODY
\ CUISO/IEC 17020) (ISO/IEC 17021)
N\ _I—g .
Test/ Inspect “gﬁbeﬂﬁy
i @
Calibrate 1
PRODUCT. PRODUCT, System.
MAT'ias \AL PROCESS, : Personnel,
(PRODUCT STANDARDS, | | PESIGN, SERVIGE) Product
REGULATORY INSPECE(')—@SNTIND;DS (ISO 9001, 14000,
REQUIREMENTS) O CLENTIREGULATORY i 5000,
X SPECIFICATIONS) HACCP, Product
SLQA.- Certifications etc)
N

A Ly
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N, International X

i Q\Q Organization for :.\0 |

[éo Standardization 9001 Q
\L N J) \L > )
The word “ISO” or @y The series qﬂ%cafed for
International Organization for Quality kam standards
Standardization o

Q\v\{‘:\“ N
Qv
o>
e A W X
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1 "'\' 9001: 200 il 9001: 2008 =0
% - 9001:1994 : : 9001:2015
90@ 987

Process Process
Preventive

Procedures Fae _Approach Approach
ction 2 PDCA
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Toll Free: +971 800 QDOTY C\,, info@qdot.ae



\

Application of ISO 9\001
T
X Y
\“* 2

e [SO 9001 is ap*p}rcable to any type and any size of organization
It is not an industry specific or product sp\ecmc standard
e ISO 90Q1 involves third party certlflcai)bn X

o
{;m mdependent auditing agency auhlts the organization against \:\ |
the requirements of the standard and issues certificate on \
successful compliance N

e |SO 9001 Certification I&Qalld for three years

\O"
initial certification audlt QY
yearly or half-yearly surveillance audits
_\O}\“
o \O"
o®
o>
‘\:\k-: \{‘:\
Toll Free: +971 800 QDOTY Qv info@qdot.ae
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Advantages of ISO- 9001
Internal Beneflts\x

www.qdot.ae

e Effective management e Standardization &

o P03|t|\'e cultural change corgsr‘stency X
e Yic dlng of quality o Increase of efficiency & QO

consciousness bﬁ‘ productivity
e Better documentation ©® Wastage control\k

e Systematic (%évelopment e |nstitutionalized approach
'L

A N .
C e Cost Sﬁébtlve production

“\i\.,
Toll Free: +971 800 QDOT9 o info@qdot.ae
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Advantages of 1SO-9001

B iadoise
L

1 i v\" £ \-
External Benefits "’ @)
e>

Increase of organization image

N O k
A o a® &
_@_L‘gl\rstomer satisfaction O

Increase of custome{gu
\k,* ? a}
Q- WO
Increase of competitive power QY

Better relaﬂ%n with supplier
Qk AL
=)

O N
> A0

.“\k.,}
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What is Quality??

B nioioe
F\t\ )

e Degree of Excellence
A

o Fltness for Purpose o
C‘ o o
o o®
e Meeting Requirements -
\

e Meeting Custom?er/commumty Needs. o

o
o Dellghthg Customers
@y “:‘L"‘

e Right First Time, All The Tlﬁwe

o~ O

\J
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What is Quality??

. . | ';\}'r
“Degreﬂ\%@c‘) which a set of inhé&rent

www.qdot.ae

~ characteristics
- . \':*. b}

o fulfils requweggghts &
~0 ~O
54 ISO 9001:2015 S
“ The totality of fe tjﬁ'\\f“es and characteristics of a

2> product / _\\50 "
service that bear on it's ability to satisfy stated or
__\0& implied
o needs” O
Q®
| ASQC
o>
‘:‘k \C‘:\

=0
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Famous Quality Quotes .
“Quality is neve@%n accident; it is alway&“the result
of high mtent‘i@n sincere effort, intelligent direction
and skillful execution; it representsg,the wise choice

"'-”

pra, of many alternatives. _@\
-\‘ ol ] ] ,\"\_
> William A. Foster o
\0\

“Quality is the result of a carefully const{@@ted
cultural environment”
X,
QO Philip Crosby

S5
L@ AL
Qo

> A0

.“\k.,}
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Famous Quality Quotes

Quahtyt\lé everyone's responS|b|I*t;

W. Edwards Demlng
\Q\ ~O°

& "Quality is remembered long after the
prlce |§,f®rgotten

Guc0| Famlly Slogan

N
WIQaﬁ value in life is quality rather
| then quantity.” O

X Albert Einstein
2\ QO ‘
Toll Free: +971 800 QDOT9 \:\"4&’
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Famous Quality Quotes :
B nioize
\, 15‘“

\\..

“Almostall quality improvement comes via
simplification of design, manufacturmg layout,
» processes, and p(abedures >
o -f\'g} |
3 @

| Tom Peters
"Men are more mmﬁant than tools. If you don't

believe so, put & good tool into the hands\@?a

poor workman."
N
O™ John J. Bernet

O\ A

L@ 2 AL
“\L
¢

o

.“\k.,}
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Changing Scope of Quality

' .»,"'-\:.y_r
Toll Free: +971 800 QDOT9 A\

Process
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Function Wise @O "
Performance
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Changing Scope of Quality

,i-.,

Q{;\ilty Management

(Company wide

Performance
h \,0\,

Quality Assuranc@u

(Process
Improvement)
Quamy ' ! Q!
Control Quality Control

Prevention of defects

o

.

X,
oo

)

Inspection

(Sorting good from

Qdot

\5\» bad products)
\J X
Q- \O
:',"‘\:h-_.‘ .
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Dimensions of Quality T
e Good Iooklng A"
e Reliable C«‘“‘"
e Durable K
0 E@sy to operate o~ 2
o Made of best Materials -
e Affordable ..\O \

. Q" o
e Available Q¥
e Low Mamienance cost
o Size / Weight &

AL
o>

‘C‘k- \n.“\*\

=N
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Factors Affecting Quality

‘\H

Human Resogrpe
Financial Resources

Worl‘%Enwronment
T@E\ﬂ;mcal Resources.
Management Systerm
Communication S?stem
Motivation X
Organlza\tl\gnal Quality

Ind|V|duaI Quality

c\‘h..

O
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Process & its Relationships
AL
A _ \
‘Processes describe \A_d;\@fi‘we do and procedures o
(descrikie}‘now we do it”

EFFECTIVENESS

PROCEDURE* \-:\ OF PROCESS =

(“S oemflec,i, way to carry out an activity o\;n ‘ Aggisti‘;etg fe":j’t‘;e "
\\g“arocess - may be documented or 110} _5\{‘3 ’
K fangible l \o"
Or
intangible

(Includes > (“Set of n"** rrelated ntended - ﬁl\{‘ﬁ

» Or ‘Res, Ta

Resources) or interacting activities”) Un-intended ( oro gje_'.s_;)
N— \ﬂ\ H J

. [ EFFICIENCY OF

"‘““’ MONITORING AND \:}\ PROCESS =
. Results achieved

MEASUREMENT OPPORTUNITIES o

(Before, during and after the process) U I(EEUIEES (Listete

\‘\.

~\\
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What is a Process?
:""'::\"% f“\\}kh
AL
O Procedure Regulators
Standards\,_.{g t i Regulators

Requirements

Controls

!

- |ﬂPUts ﬂ\w— Dutputs / . Customers
*\"ﬁ. ) )
- \ \O

i

Resources

Skills &
t
Qdo exﬁ\igrience Knowledge
AL
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Machine Computer

info@qdot.ae



X
A0
_PROCESS A ‘ o0
Q‘ ------------- nf—
Cutputs from A
Outputs frr::rn\h ,{}E‘\}“ -
S ;Eﬁ\"ﬂ l Inputs to®" l Inputs to C AO
PROCESS B ‘ PROCESS C ‘
_________________ O
N (}’F ..;K,
;\O 1 Qutputs from B Dutput%\‘ﬁﬂm C
= | Qutputs from '
other processes S\” ‘ Inputs to D
PROCESS D ‘ Q®
\ﬂ\\" Qutputs from D
< d o




O o
Process Mapping d

o Total and trangp.arent view of the proces_s
€y
o Clear and logical way of thinking _Qbout our process.
\O"
o A W@i"of communicating our process to others. \O
Q o

o Highlights potential ‘fall\and ‘delay’ points.

X

y 0o Highlights premsé]y how stakeholder§\;¢“ are
operationally involved. O

o ldentifies I'@W we can strategically se@k feedback
for proceS@. Improvement purposa§(\k

oW £

]
Toll Free: +971 800 QDOT9 \:\‘ info@qdot.ae



Flowcharting
o A graphical approach to map a process.
o ldentifies distinct elements in the process.

o Classifies these elements into processes,
decisions, delays, data etc...

o Orders the elements sequentially.

Qdot

Toll Free: +971 800 QDOT9 info@qdot.ae



. ,_.\'\u--;'
O QY
. \}}*

FIowchartlngéi(mbols ﬁ ,\
o Each MM by a oymhﬁ’.

a There are different mtpr flowchart m
thleomﬂu ~O”

a &nm\dimlynodlunlu.

D\
‘\
9 ummhﬂndhr use.
(8]

\{_
O X

)

¢ a\,\t
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Common Flowcharting Symbols

__ﬂ,\;;}o\
-.--W\'L.:l
>

www.qdot.ae

O Process \O°
-.»\\‘. 1
k_.._ 2,
Q\&\

Document

;x\{_
e N W
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Basic Flowchart Example

( Start

& mail check

www.qdot.ae

5 ®)
Go to ~\~:\ '
. N
Post Office

you have
ail?

A\ S Read mail

Toll Free: +971 800 QDOT9 info@qdot.ae
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Basic Flowchart Example
X &

O mmsmhemi to elaborate

mail check

Post Office G

2. Do
you have
ail?

malllzgr?eck 4. Read mail
“‘»‘9‘“

'\.

Qdot

x.,
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Improving Processes via Flowcharts ,
R vatze
g \i**
. .‘-o.,\* . ] &)
Start Media \‘ “,\! Bad luck! Try again. / End Media
Article Project /;“\R?‘ \Article Project
No
: Well Done!
1. Plan the 9. Brochure )
brochure ~w._acceptable? AEir;?e'\g?ng:ct N\
o WL
:\.3 )
2. Draft text for _ 8. Brochure
i the brochure N
i \O \/f\ .
s\ N
3. Source \:\ ,\\i:’
: 7. Get brochure o 4]
and format < oublished E:’_*s“
photographs ="
; X
> ;
4. Seek approvals | X How could this
_ﬂ\{\u“ process be
e o improved?
5. Text 6. Photo
Q‘dﬂt Mo permission Yes> permission Yes
\\Cﬁ granted? granted?

Toll Free: +971 800 QDOT9 \:\‘ inffo@qdot.ae
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Improving Processes via Flowcharts ,
N \“b
StartMedia . \Badluck! Try again. End Media @
Article Project /|~ [\ Article Project
/AN
1. Plan the 9. Brochure\ \I/EV:(;I 522;! .
brochure acceptable? Article Project {;\
Y \\:\ .
(@ > L
y v
2. Draft text for 3. Source 8. Broch
> : and format M - brochure
the brochure
photographs u‘
‘ '\.‘" \*/(\ \t.h
"*\\.
7. Get brochure o
published
: Y
r _\C‘ﬁ.\ﬁ |
O X
4. Seek approvals | _ﬁ\{\x;‘.‘:peed could be
N " improved by
(0] .
Qdot doing some steps
No 5. Text Yes 6. Photo Yes -
*~ permission > permission N parallel.
W granted? granted?
A \k.

.
Toll Free: +971 800 QDOT9 \:\‘ info@qdot.ae
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Improving Processes via Flowcharts

Start Media § B@\{fﬁ! Try again.
Article w‘ i-\':-\k.-‘

N www.qdot.ae

End Media
Article Project

1. Plan the 8. Brochure e Dong!
— End Media .
brochure acceptable? Arti . \
rticle Project ;:‘-. -
oY . {\3} |
A 4
3. Source
thDer?:toflz.(J IFf;)r and format \ 7. Brochure
photographs _. \C'" \/r\
\J . \";\..\
'\:\ :\C‘
6. Get brochure --'\k f
published o
A
N
4. Seek single \0 )
approval "\f“v ’ .L.,:\ .
KB A .
~O " Duplicated steps
G
could be removed
5. Permission Yes
\\k.
- k" - \;\-’\
o j\C‘:ﬁ-

]
Toll Free: +971 800 QDOT9 ’\:\ inffo@qdot.ae
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Improving Processes via Flowcharts ey
RE
Sy

End Media
Article Project

Start Media |\ Bad\luek! Try again.
Article W‘ i:\u

4

N 1. Plan the 10. Brochure \IIEV:CIjI ,agg;!
brochure acceptable? Arti . \
icle Project \D L
~ D ~O
2. Draft text for a3n ds1?o lﬁZt . 9. Brochure
the brochure hotoaraphs N\ .
photogaphe iy v{ﬁ Introducing
) . X .
@} appropr\ua}e quality
8. Get brochure - )
published control'could help
, N * improve the final
4. Seek single ‘\\:’i ’ result
approval \L‘\.,: X,
3 {\Ct
OK ™
e
Qdot 5. Permission . Yes S b?o.cGhE:e Errors 7. Make

_ granted? edited improvements
- k" - \ﬁ.
O \O

o

Toll Free: +971 800 QDOT9 \:\ inffo@qdot.ae



X O
®) 5
O h
7

“The Questioning Technique”

R iz

.

Analyze the entire pro\qe‘ss then ask the following q@é:s\tlons about each
task or step: @y

W
W{ly is it done at all? / Why is it neceééarv’? | Why not eliminate it? N
\\C‘* ¢ \m
o a
N Why is it done there? / Why not change the Place? / Why not chan g

the sequence? / Why Qot combine?

Why is it done now{f‘i‘Was it the suitable time? / Why nq\t\ﬂange it?

Why is it done? What is the Purpose behind? Why done Ilke this?
\

Why doe@\ﬂ‘ne person do it?/ Why not change the person?/ Why not
change the sequence? [ Why not comblne@\\

Qdot . Why is it done this way?/ Why notdo itin a different way?/ Why not
\L) improve it? / Why not make it easier?
™ >
L '\\.
Toll Free: +971 800 QDOTY C’\"

info@qdot.ae
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Process based QMS |
X O
~ 414243 )\ - )
Establish context, 10
define releva _
imm:?ﬁ"; Continual Improvement J
o T4 .
7 | 7 ™ | ;_\I:‘i

Customers

& other

relevant Customer
i Satisfaction
interested

parties

Requirements Products
- & Services
- )

7
[ Support Processes

N U
Toll Free: +971 800 QDOT9 C‘ 36 info@qdot.ae
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High Level Structure - HLS

R otz
L el
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PDCA in ISO 9001:2015
n
—4. % www.qdot.ae
. AN
PLAN DO CHECK ACT
[ ' -
4 Context 5 3 7 ' 8 - 10
of the Leadership Planning Support Operation - nmn::: | Improvemeant
organization | '
Undarstanding [ T —— - Operatienal | moncarng, i
the organization -ii Lﬂﬂ;l:_li: = addressrisks & | [ Resources —*| gplanning & msEsUrEment, ;Hnnm:m&
and its conten Saoun) __apportunities ' - contral Iimﬁlsgﬁu. et
Needs & Quallty objectived | | [
expectations of "’i Quality policy | [ &planningto | > Compatence *u;ﬂ'":r 3 Irternal audit Improvement
nterested : achieve them = e
|  Scope M:’;Im |, Planning of ' ,_hi .n | Operational |, Management
af the GME 2 authorties | changes planning process Fauhow
= F— T
= ams =i Communication | ternal provisio
| ds B sary
Dacumented Development of
- infermarion uhmdq’&_mlm
Fraduction of
= goods ond prev.
il seruloes
Relnasn of goods
| Aserices
Qdot
| Nonconforming

goods & services

,;-\\',_P
Toll Free: +971 800 QDOT9 o> 39 info@qdot.ae
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4.1 Understanding the q$gan|zat|on andits -~
context

www.qdot.ae

N
The organization shalldetermine external and internah>issues that are
relevant to its purpose and its strategic direction and that affect its ability

to achieve the mtended result(s) of its QMS.

The organization shall monitor and revrQw information about these

externai\a‘ﬁ‘d internal issues. o \k\

\%%. t\,t'h
NOTE 1 Issues can include positive and negative factors or conditions for
consideration. \i.”:‘-\“

NOTE 2 Understanding the ‘e}ternal context can be famhtated‘@‘l considering
issues arising from legal, technological, competitive, market, cultural, social
and economic environments, whether international, national, regional or local.

NOTE 3 Unders\téhdlng the internal context can bejamhtated by considering
issues related to values, culture, knowledggw ’and performance of the

organization.

L i
*\,._, by \k 1

.
Toll Free: +971 800 QDOT9 \:\* 40 info@qdot.ae



N
ALY
A

Type
Technological
o
o

Employee base

Employee base

Supply Chain

\C
O
I.\..- | ™

Toll Free: +971 800 QDOT9

INTERNAL ISSUES OF CONCERN

www.qdot.ae

-
N0 Example @}
@)
Issue X Bias
Organization currently has adeiq'a?ate technological Positive |
resources to consistently ptbé'uce its products r\}f?f
b W
&
Availability of skillad workforce in the area remains Positive
high e x
Employee turiiover is low ,}\t\tﬂ Positive
>
Quality issues pertaining to raw materials or critical Negative

réﬁ\}ices may not be addressed properly when using

-{jf;jsole source or limited-source suppliergﬁ

A\
N

A\O

info@qdot.ae
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EXTERNAL ISSUES OF CONCERN e
_ ...H“*-.x
1;3::* Exam ple >
Type Issue Bias
N "
e © N " Positive
Organization does not hg?ﬂé* significant competition \
x,* o A P, W
Compe::;\g in this market at this tirnz. A )"
@
Neutral

OrgamzatlQ\mb Products or Services not present
Society & Culture any parﬂuarly controversies that would result in-
negatlve reactions from society or the pub|lf"\}"

N,
Labor ©)
’\ q:‘_i.\“
O
e StatutorleeguIatory @Y
Qdot -
Ec%f}mic

Toll Free: +971 800 QDOT9 = 42 info@qdot.ae



4.2 Understanding thg?ﬁéeds and
expectations of interested parties ,

www.qdot.ae

.":‘R E"‘
Due to their effect. bf potential effect on the organization’s ability to
‘a

consistently provide products and services {hat meet customer and

apphcable;statutory and regulatory requ@e‘ments the organization N,

a% ~O

shall determine: C
X,
“the mterestegl\partles & Their Requirements’x,
\O
*'\‘*..

X
The organlzatlaﬁ\shall monitor and review information about these

\.

e interested parties and their relevant reqwrefhents

Qdot

N
~ )Y
: ‘x‘}‘n X

\ =l \K“\

A
Toll Free: +971 800 QDOT9 C’* 43 info@qdot.ae



INTERESTED PARTIES

Q¥ \

N i %

Interested Party

Customers

E I Y -\:'ﬁ ¥
A

mployees
.}’%_-:I.'

End users

Suppliers
(vendors)
Regulators

Public

Qdot  Certification
Bod'eg?%
C_g_:si‘;petitors

Toll Free: +971 800 QDOT9

y, I =
external

N Q
Irternal or
External

External

Internal

External

External

External
_.,‘x.

\'m._ |

Yy,

External

External

R iz

b WL 1

Example o

-

Reason for Interest

Direct recipient of oraanization’s Products or Services
NG

Responsible fca:_?:%lization organization’s Products or T“m\ﬁ
Services @y
organization’s products may be resold by direct customers or
othu; end users, who are directly impacted by the quality of
L“!u,ducts or Services

\ Prowde supporting services or raw materlal\

o’
Dictate controlling regulations that impact on the
management system and organization’s Products or Services

X

While a low risk, fallure\mﬁ“‘S rganlzatlon s Products or Services
could impact on public-safety.

Assess conformity of organization to ISO 9001:2015 and so
must be kept notified of changes to the QMS.

Provide c;j;':n,allenges to organization’s ability to provide

Products or Services to customers.
s 44 info@qdot.ae
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ORGANIZATIONAL RISKS
AL
0> Example o
~O :
Risk N Likelihood Severity Mitigation
Business interruption due Low High “Develop Business Continuity Plan
to natural disaster .,\\Sﬂf‘ ' N
AN o \NO)

Busin¢ss interruption due Low Low Comply with UAE labor law R'&:‘j‘

to labor dispute r

Critical equipment failure Medlugn High Develop Backup plan

Product recall Medtam High Focus of strong G-{ E QA, and
verification & val'aation of product

< before delivery to customer
Loss of critical s hwa};*ller(s) Medium High Deve'éiop dual sourcing
e Loss of critical personnel High Medium T.-.*chs required on succession
development on each critical
Qdot N position
O .
) \¢

Toll Free: +971 800 QDOT9 \ 45 info@qdot.ae
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4.3 Determining the scope of the quality
management system
J y

W . -\\i‘b
_ g =X
The organization sh%ll‘ﬁetermine the boundaries and applicability of the
quality management system to establish its scope.

When determining this scope, the organization.shall consider:

. A \
a) the eegi%fnal and internal issues o }é},

Q- ey
b) the requirements of relevant interested parties A

c) the products and services Q{:’gﬁ’e organization.
\

* Scope shall bexdocumented

e __
- State the types of products and services Cov§{;§ﬂ~
AL

e » Provide justification for any exclusion Q
Qdot X

2O
A N\
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4.4 Quality manageme@t‘*system
and its processes .

The organization shall dé.termlne the processes needed for the quallty management
system and their apph&%tlon throughout the organization,

www.qdot.ae

and shall; X

a oW, W
a) deterrrtibe the inputs required and the ou&pq}s expected from these processes 5\;\
b) détermine the sequence and interaction of these processes; o

c) determine and apply the criteria qu methods

d) determine the resources neqd%d for these processes and ensure thQ{r
availability; ,,\Q’\
e) assign the responS|b|I|t|es and authorities for these processes

f) address the rlsk\s"“’and opportunities X
g) evaluate thé‘se processes and implement any chqfn‘ges needed to ensure that
these processes achieve their intended results; .-~

Qdot ) mu?rove the processes and the quality management system.
o D
“\‘:\k
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é}@' Leadership (7esponsibilities
&
5.1 Leadership and commitment \;}\
__EQ;Q;E Leadership and commitrient with respect to A0
7 the QMIS G
* More proactive rule_q_ﬁj’management
;«f\* * Integration of QMS¥requirements into business E{'{?\ﬁ“sses
| o

-
7

5.1.2 Customer focus

X,
. Ident_iﬁ:&?qd address risks that can affe%tconformity of

produ<ts and services and customer sstisfaction
Q-
S
Ve N W \
o O

o



X, O
° G

TOP MANAGEMENT\‘COMMITMENT

e
Top management shq\Lﬂemonstrate leadership and cq\ﬁﬁ;\itment by:

a) taking accountaiblllty for the effectiveness of the QMS;

b) ensuring that the quality policy and quality leectlves are established

AW \
C) ensu(icﬁ the integration of the QMS recu}l‘)'ements into the business \k\-‘
processes; oY

d) promoting the use of the proces\s approach and risk-based thinking;

e) ensuring that the resourcesévallablllty

. "‘u.
?s\{‘
; “\M
N3

f) communicating the lmportance of effective QMS;

g) ensuring that the@MS achieves its intended results;

h) engaging, dlreé“ung and supporting persons to condribute to the effectiveness
of the QMS;* \‘*

i) promoting improvement;

Qdot

\a@portmg other relevant management roles
‘«;~ W
\‘\.

-
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Top management shall demonstrate leadership and
commitment by ensuring:
X,
N
a) customer and applicable statutory anq;ﬁé\t;matory requirements are O N
determined, understood and consistently met;; o

b) the risks and opportumtles th\at can affect conformity of products and

services and the ability to%mhance customer satisfaction are\a >

‘:‘
determined and addressed;
X
c) the focus on Q@hancmg customer satisfaction |gma|nta|ned
\\\.
o
o>

.
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QUALITY POLICY
= www.qdot.ae
5.2.1 Establishing tKgS&uality policy QY
)
>
Top management shall establish, implement and maintain a quality policy
that: I\
a) is apgmprlate to the purpose and contex{%‘f the organization and X
sqp‘borts its strategic direction; S

b) prowdes a framework for setting quality objectives;
c) includes a commitment to sah$»fy applicable requirements;

d) includes a commitment tgﬁontlnual improvement of the quallt{/\@
management system.

5.2.2 Communlcatmg the quality policy
O X,
The quality pdhcy shall: \\
a) be available and be maintained as documen‘ted information;

Qdot b) b\e communicated, understood and applied within the organization;
\@\ be available to relevant interested anrtles as appropriate.

\k

-
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ORGANIZATIONAL %QLES, RESPONSlBIL\IEI'lES

AND AUTHORITIES 3
N

Top management sh%ménsure that the responsibilities and authorltles for
relevant roles are assigned, communicated and understood within the
organization.

www.qdot.ae

X,
Top management shall assign the respons_.ibliliftky and authority for: N
N - \O
a) ensuring that the QMS conforms to the requirements of Standard:; o

b) ensuring that the processes are delivering their intended outputs;

‘b,‘

c) reporting on the peﬁormam}e of the QMS and on oppoﬁunltleg‘for
improvement \‘:\

d) ensuring the pron\jotlon of customer focus throughout the organization;

e) ensuring that\fhe integrity of the QMS is maintained when changes to the

QMS are planned and implemented. \"
S

A N\

- \’\

e, W, WD
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6.1 Ac\tjmns to address risks and _Q{&artunities
L-'
O &
‘s..

O :
Planning to consider:

* issues referred toin cla\bc 4 1

* requirements in clause 4.2 o

* actionsto adct\ess risks and opportunities
-

Q¥ o
Could include avoidance, Q;G“gﬂﬂﬂﬂ
elimination or m:ceblunce

- k - \;\-’\
Q- A0

o

.-“-‘\_I ¥
\k_ ]

g, (A

@3
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6.1 ACTIONS TO ADDRESS RISKS AND ©
OPPORTUNITIES

www.qdot.ae

When planning for themQMS the organization shall consrder the issues
referred to in 4.1 and, e requirements referred to in 4. 2 and determine
the risks and oppo rfunities that need to be addressed to:

a) give assurance that the quality managen@ﬁ‘system can achieve its \
mtengeﬁ result(s); u;\

b) ehf?ance desirable effects;
c) prevent, or reduce, undesireg;pffects;

g : : AL X
) achieve improvement. ‘.- \O

The organization shall plan:

a) actions to adq@ss these risks and opportunities; X,
\.

b) how to: \

Qdot 1) integrate and implement the actions |nto its QMS processes ;

“2) evaluate the effectiveness of these actions.
\k

-
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NOTE 1 ) §
A

Options to address risks can include avoiding risk, taklng risk in order to pursue an
opportunity, ellrmnatlng the risk source, changlng «Lhe likelihood or consequences,

sharing the r4§k, or retaining risk by informed de&|3|on. O
- @

X

NOTE 2 O
er:©pportun|t|es can lead to the adop\tlon of new practices, Iaunchlnghew products,

opening new markets, adq_ressmg new customers, building partnershlps, using new

technology and oth&e;_rfﬂ'}cllesirable and viable possipJ!ities to address the

. . ’ . A ’ b, N, 8 !
organization’s or its customers’ needs. AL



:'\: ’
G

v
6.2 Quality objectives'and planning to
achieve them

The organization shall establish quality objectives at relgv;%t functions, levels
and processes ne%d@}i for the QMS.

The quality objectives shall: .
‘.'._# &
a) be:,ponsstent with the quality pohcxﬁh N,
lq)*f‘be measurable; Qv
c) take into account appllcaQIe requirements;

d) be relevant to conforﬁ_}h‘y of products and services and to:\.

enhancement of cus \tomer satisfaction; &C\“‘
e) be monitored;
f) be corrm\i‘mcated X
g) be updated as appropriate. ;;‘:‘},{}MI

Qdot  The organization shall maintain documented information on the quality
objegtives.
oK X

'\k.

-
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6.2 Quality objectlve@\and plannlng to achieve
e

;\}\ D'\..
O
When planning how to achieve its quality objectives, the organization
shall determlne N\
\O \
AL >
a) \what will be done; @ \O

b) what resources will be reqwred

c) who will be respon&blqp

— N
d) when it will be combi-eted ;\;@
e) how the results will be evaluated. :
N
Q\& X
o 20
Qv
o>
‘:\k: -_\C}“

=\
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6.3 Planning of changes

’L
\ “\\..
QO W

The organization s‘hall consider:

a) the [:_)ur[:_)ose of the changes and their potsn“ﬂal consequences;
b) the m;t%gnty of the QMS; Qo :\{‘ﬂ\
C) the avallabllltv of resources; A

d) the allocation or reallocatlaqﬁf responsibilities and authorities.
*-\-k
\

\O"
L
@

=\
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/7.1 Resources I\

7\\1,‘:}" General 5 O
O
‘*} 1.2 People G
NEW 7.1.3 Infrastructure X
\S‘ 7.1.4 Environment fgﬁ‘}}hé operation of processes . 5&
O 7.1.5 Monitoring and measuring resources Qv
7.1.6 Orgumgzatmna! knowledge
NEw : Ne-fessar*,r for the operation of the QMS and its
‘»prncesses :\k
NEW * Knowledge shall be malntalned and made
K available as necessary
o 3
A '\k.

\:\‘h
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X
;I. O
Q¥
People
P x
X O X
— = .
| {\Q | e \{'f? |
()" Infrastructure o
i 2O :
Environment foilﬁ\ti?re operation of processes X
- M
o, ]
@
MonitoQ'ng and measuring resources
\O”
AU X,
Qv
&
- H" n \;\-’\
O 2O
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ORGANIZATIONAL KN

e, W e A W
_\\ﬁf’ \\l
A
o

NOWLEDGE

The organization shall deterniine the knowledge necessary for the-aﬁ&étion of its
processes and to achie\_/_Q\Qanormity of products and services.

>
This knowledge shall be maintained and be made available to the extent necessary.

When addressing changing needs and trends, the orggr;}zation shall consider its

current knowlédge and determine how to acquire oraccess any necessary additional ,;\

knowledg,gﬁnd required updates. > ﬁi‘&f" "
Uk Lo

NOTE 1 Organizational knowledge is knowledge specific to the organization; it is generally

gained by A

MU
" experience. It is information that is;»i)é‘.‘e’d and shared to achieve the organigigph’s
’x“h

objectives.
NOTE 2 Organizational knowledge can be based on:

a) internal sources (e.g%;:fntellectual property; knowledge gained from experience; lessons
learned from AO> X

failures and successful projects; capturing and sharing qn@bﬁumented knowledge and
experience; the results of improvements in processes, products and services);

b) external sources ( e.g. standards; academia; conferences; gathering knowledge f rom
custq\mjﬂ‘e sor

AF - X
external providers). \\Q
N
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7.2 Competence

www.qdot.ae

The organization shall; \“* X

Q
a) determine the necessary competence of person(s) doing work under
its control that affects the performance andteffectlveness of QMS;

b) e s.gu“f*e that these persons are compe@ﬁt on the basis of appropriate _\{"\}’

educatlon training, or experience; @'
c) where applicable, take actions to acquire the necessary competence,
and evaluate the eﬁectlveqegs of the actions taken;

X
d) retain appropriate docuﬁ”ented information as evidence of \‘w‘
competence. k:’-"h

.“EL

NOTE Appllcablqébtlons can include, for example, the&p\i*owsmn of training
e to, the mentoring of, or the reassignment of current\ya ployed persons; or
the hiring or contracting of competent persons.

Qdot

\O
o N
\k
“‘\E"s.,
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AO” o~
7.3 Awareness -
e
‘ P
The organization shall ensure that persons doing work under the
organization’s control are aware of: N
a) the c_kL\Lafﬁty policy; Cﬁx‘.}‘ \:\ﬁ\
P . ) .
b) re‘lg‘\?ant quality objectives; O
c) their contribution to the effec{[yeness of the QMS, including the
benefits of improved perte@}a’nce; X
o ,_)\C‘ '
d) the implications of not conforming with the QMS requirements.
_, 55“ "
Qv
o>

~C
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d) how to communigai;e

Q‘I\)\) when to communicate;

\O

e) who communicates.

+O"
7.4 Communication n
ACF

c) with whom to communicate;

The organizatioﬁ%hall determine the internal and external
communications relevant to the QMS, inclug{ing:

a)xon what it will communicate; AO”

64
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7.5 Documented information
O

L

O~ o~
{.ﬁ?’"

The organization’s quality management system shall include:

a) documented information required by thls{ntématlonal Standard;

X,

b) ﬁ\g‘&umented information determined by\the organization as being \3. "

C*necessary for the effectiveness of QMS C{‘"
NOTE :\{‘b‘;}h

O o°

The extent of documented inforrﬁation for a quality management syQTélm -can differ
from one organization to another due to:

— the size of organ@“g}lon and its type of activities, processes, products and

services; AN

\, ) \\x.

— the complexity of processes and their interactions;;”’-"

Qdot the\competence of persons.
O N
O ‘
‘\ 3\0-
)
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A O\
7.5.2 Creating and updating -
R ot
: AN
When creating an\d updating documented information, the
organization shall ensure appropriate: N
a) ide_Q%ftR:ation and description (e.g. a tlﬂ‘é:"date, author, or reference _\é\*
number) €y

b) format (e.g. language, softwqre version, graphics)

\O
c) media (e.g. paper, elec’qq_ttﬁc);

~N
O
d) review and approval for suitability and adequacy. Qv
; {\v\i‘:\“ "
(@ \O
Qv
o>
‘\:\k-: \{‘:\

=\
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N
7.5.3 Control of documented
information

Documented information reqwred shall be controlled to ensuref-

www.qdot.ae

a) itis available aﬁﬁ suitable for use, where and when it is needed;

b) it is adequately protected (e.g. from loss of Qonfldentlallty, improper use, or

loss of integrity). \x N
For the cqn\frol of documented information, the%rganlzatlon shall address the _\;}ﬁ “
foIIowmg activities, as applicable: -
a) distribution, access, retriev%l%nd use; h
b) storage and preservation; Tncludlng preservation of |eglbl|lt>1/°\‘s\ e
@2

c) control of changes (e.g. version control);

d) retention anq\d\I‘sposmon

X
Documented mfor'matlon of external origin determlnedhy the organization to be
necessary for the planning and operation of QMS shEH be identified as appropriate,

and be controlled

Qdot

Documented information retained as ewdg\nce of conformity shall be protected from
uninténded alterations. \k
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8.1
8.2

83
8.4
8.5
8.6
8.7

Qdot

Operatmna! p!anmng and control
Det\frmmatmn of requirements far\{g?\oducts and
S‘QFHCES o O

Desrgn and development of products and services
Control of externally prg;‘gided products and services

Production and sertq’i‘é':pmuisfon \ﬁxﬁ_
- L
Release of goods and services o

Control of rrqnmnfurmmg process outputs, products
and sertq@‘es X

-

F’rcn:ess and risk-based aprq"“i}ach

O
o



N
8.1 Operational planning and
control m——

The organization shall planjimplement and control the proce-s?-éu__needed -
meet the requirementsxﬁy‘t (@3

a) determining the requirements for the products and services;

b) establishing criteria for: N
. h, W 8
1.~the processes; C\_‘_} Kﬁ‘&_,
= N - Nt
()2. the acceptance of products and services; o

c) determining the resources needed to achieve conformity to the product
and service requirements;

d) implementing control o(ﬁé processes in accordance with tiﬁ@\\_&ﬁﬂiteria;

e) determining, maintaining and retaining documented information to the

extent necessary:

1. to hav Canidence that the processes have been carried out as

planned; O
2. to demonstrate the conformity of produots and services to their
requirements.

X
. B Wy
- . .
I_;‘\T?he organization shall ensure that ggtsourced processes are controlled
O \O
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8.2 Requirements for-products and
services

Customer communication
. h

www.qdot.ae

\C
O
% 1 o B

a) providing informgﬂg?v' relating to products and services';'
b) handling enquiries, contracts or orders, including changes;

c) obtaining customer feedback relating to plsgd\-:fjcts and services,

includ{cj@“customer complaints; N "
d) hanallng or controlling customer property; Q-
e) establishing specific requirements for contingency actions, when
relevant. \O N
NN ~N
LN | :\\
3‘.‘”

Determining the requirements for products and services -

a) the requiremggi% for the products and services are defined, including:
1. any applicable statutory and requlatory rg\q;}irements;

e 2. those considered necessary by the orggﬁization;
Qdot b) L%? organization can meet the claims for the products and services it
\\ ers.
) "
O
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8.2.3 Review of the requirements for products
and services

The organization shall enslire that it has the ability to meet thegéhuwements for

products and services tc}«be offered to customers.
Q

www.qdot.ae

The organization shall conduct a review before committing to supply products and
services to a customer, to include: X,
®)
th’“tnrements specified by the custome?ﬁncludlng the requirements for ¢ Q\
\‘ elivery and post delivery activities; \:\

b) requirements not stated by the customer, but necessary for the specified or
intended use, when known‘;:;_‘v

L

C) requirements specified By the organization; 3\3’3'
T

d) statutory and requlatory requirements applicable to the pré‘d'u‘éts and
services; X,

e) contract@}order requirements differing from thos@ previously expressed.
3 \\x
The organization shall ensure that contract or order*{\’qwrements differing from those
previously defined are resolved.
X
Th@customer s requirements shall be confirmed by the organization_before acceptance,
when the customer does not provide a‘qd‘cumented statement of their requirements.

.
Toll Free: +971 800 QDOT9 \‘ [ info@qdot.ae
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X \\C\
8.2.3 Review of the r@&uwements for products

and services
S
The organization shall ret\ain documented information, as apphcable
‘\%\.
a) onthe results of the review;

b) on any new requirements for the produ&gﬁnd services.
X . \,
. \\C‘! \:\ \{1\

Changes to requirements for products and services

T
Nt

\* When the requirements for prqaﬁﬁ'éts and services are changed

X
?s\{‘
; “\M
N3

The organization shall ensure that;
a) relevant documerefed information is amended, and

R N\ .
b) that relevant'persons are made aware of the change% requirements,

A
@

(e \O N

.
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8.3 Design and development of products and
services

www.qdot.ae

~ )
~C \" o
\,___"- .

\u,\ Q¥ \{‘ﬁ\

The *g\rganlzatlon shall establish, implement and maintai
a design and developmer:{t process that is appropriate to
4 ensure the subsequent\jb*?‘owsmn of products and services

\k,
QY

; D
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8.3.2 Design and development
planning

www.qdot.ae

A
In determining the stag%s%nd controls for design and development, the
organization shall cofiside

a) the nature, duration and complexity

X
b) the{‘equwed process stages, - '\f‘& ;}\
C)Che required verification and valldatlon activities: Cﬁt\ I-
d) the responsibilities and aq’gjgorities involved;
e) the internal and exterm;af'r;éource ~

AL
L
f) the need to control interfaces between persons involvéa“

g) the need fori?hvolvement of customers and users

h) the requl.rements for subsequent prOV|S|on qt‘products and services;

i) the level of control expected for the des@n and development process
Qdot \by customers and other relevant interested parties;

x;:) the documented information Qe\‘eded

Toll Free: +971 800 QDOT9 x 74 info@qdot.ae
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8.3.3 Design and development
inputs

The organization shall determine the requirements essentialeﬁ?:’the
specific types of prod@ﬁt% and services to be designed and‘developed.
The organization shail"’consider:

www.qdot.ae

a) functional and performance requirements}.
O

b) _in‘@\T‘mation derived from previous similar design and \O
(\development activities; a®

c) statutory and requlatory reg\uirements;
i

d) standards or codes of-nifééi‘ice that the organization has X

committed to implement; ﬂ\;\;~
k L L,

e) potential consequences of failure due to the nature of the
products and\services.
W

Inputs shall be éaa:quate for design and developmer;t\;p\fﬁ‘rposes, complete
and unambiguous. {"I".\]“_’w

Qdot Confligting design and development inputs shall be resolved.

L §3rganization shall retain documented information on design and
development inputs. _\;\{.‘-
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8.3.4 Design and development
controls

www.qdot.ae

The organization shall aQb‘Iy controls to the design and deybglopment process
to ensure that: Q-

a) the results to be achieved are defined;

b) reygé%vs are conducted to evaluate th.%bility of the results of design 5\;1\

_. aﬂa development to meet requirements; G“-F

c) Vverification activities are conducted to ensure that the design and

development outputs mee&tﬁ‘\e input requirements; .
3\ N
d) validation activities aré‘“’conducted to ensure that the re lﬂtl‘ng

products and services meet the requirements for the specified
application or\.\ntended use;

e) any neces@}rv actions are taken on problems.determined during the

e reviews, or verification and validation actmt?és
Qdot f) documented information of these act|V|t|es is retained.
o
ot O
Q&
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8.3.5 Design and development
outputs

www.qdot.ae

The organization shall\%ﬂ‘sure that design and developmgﬁ;\outputs

A\
a) meet the input requwements

b) are adequate for the subsequent processes for the provision of

prq’ducts and services; a\:‘* N,
\k
c)f‘mclude or reference monitoring and measuring requirements, as ()"
appropriate, and acceptance criteria;

X
d) specify the characteristics of the products and services thai are
essential for their intended purpose and their safe and pr\éber

provision. o
The organization shall retain documented information on design and
development out@u‘ts X
DO
Qv
O
\:\k -?\.\&\x

e, W, WD
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8.3.6 Design and development
changes

www.qdot.ae

\‘:\_ \

The organization shall\Vdent/fv review and control chanqes made during,

or subsequent to, the design and development of products and services,

to the extent necessary to ensure that there is Ao adverse impact on
conformltyato requirements. \;‘“ X

The Qrg\hzatlon shall retain documented mformatlon on: o

a) design and development ghanges;

‘b,‘

b) the results of rewewsHQ\ " X
c) the authorization of the changes; {\:\
d) the actions \aken to prevent adverse impacts.
\" N
: >
\O" |
) _\k__}\

e, W, WD
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8.4 Control of exterr@{ﬁ provided
processes, products and services
k‘k \k

The organization shall rtshre that externally provided proces“ses products and
services conform to reguirements.

The organization shall determine the controls to be applled to externally provided

processes, peructs and services when: \““ X,
® @) O
a) prod\tj"é’ts and services from external prowders are intended for incorporation oY

into the organization’s own products and services;

b) products and services are provq\éﬁ directly to the customer(s) by external
providers on behalf of the orgéhlzatlon ~

\\k
c) a process, or part of a process, is provided by an external prO\hdﬁ\er as a result
of a decision by the\organlzatlon

The organization sQéﬂ“determlne and apply criteria for th@ evaluation, selection,
monitoring of performance, and re-evaluation of exterpnatproviders, based on
their ability to provide processes or products and services in accordance with
Odot requirements. The organization shall retain documented information of these
actlvme$and any necessary actions arising from the evaluations.

o™ \\.\

-
Toll Free: +971 800 QDOT9 \:\'* 79 info@qdot.ae




8.4.2 Type and extenf’%f control
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N

The organization shalk\‘*

a) ensure that externally provided processes remain within the control of its

QMS; x%.

b) define‘\b@th the controls that it intends toLé“Eny to an external provider s\;;\
and._those it intends to apply to the resulting output: o

c) take into consideration: X

1) the potential impact o(&ﬁé éxternally provided processes p?‘oducts
and services on the organization’s ability to con3|stently\1 eet

customer and applicable statutory and regulatory requwements

2) the effectin{;éSs of the controls applied by ths external provider,
*\th

d) determine the verification, or other activities, n,@éssary to ensure that
the externally provided processes, products and services meet

Qdot requirements.
'f%»ff:-\“
N \x

A
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8.4.3 Information forSkae‘rnal .
providers

www.qdot.ae

The organization shall ensure the adequacy of requwements QI}OI‘ to their
communication to the. egitérnal provider. N

The organization shaII communicate to external providers its requirements for:
a) the processes products and services to be pg@hded \

QY L, D
b) the ap:r‘)roval of: ,%,:\

1) products and services;
X,

2) methods, processes an%@uipment; .

3) the release of productsx’aﬁd services; x\;\

competence, including any required qualification of persons;

the external proWders interactions with the orqan/zatlon

control and monltorlng of the external prowders -pe\rformance to be applied by
the organization;

verification or validation activities that the organization, or its customer, intends
%\perform at the external providers’ memlses
A\ \K

Toll Free: +971 800 QDOT9 81 info@qdot.ae




8.5.1 Control of prody&\ion and )
service provision

Controlled conditions shall,jnclude, as applicable:

www.qdot.ae

A L

a) the availability of@bumented information that defines:

a) 1) the characteristics of the products to be produced, the services to be
provided, or the activities to be performeck\ﬁ“-

M : . o)
b) »2)'the results to be achieved; \
A

>
b) the availability and use of suitable monitoring and measuring resources; A=
c) the implementation of monitoripg-énd measurement activities at appropriate stages
to verify that criteria for contr. lof processes or outputs, and acceptan_c_:g criteria for
products and services, have-been met; "*\‘?Q-
d) the use of suitable infrastructure and environment for the operatic*;“n'_(‘)f processes;

e) the appointmen{ﬁcompetent persons, including any required qualification;
A\ .

f) the vahdahon?and periodic revalidation, of the ablllty,{o"*achleve planned results of
the processes for production and service provisio;g‘_,"}ih/here the resulting output
cannot be verified by subsequent monitoring or measurement;

Qdot

g)\‘:’gﬁ‘e implementation of actions to prevent human error;

o N W .
xh\)-- the implementation of release, deliyq\r;y}-\a“nd post-delivery activities

.
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X
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N\ ~C

8.5.2 |dentificatiqu‘:\a?‘hd traceability

8.5.3 Property belonging to customers o\[}é‘xternal providers
~C

‘ Q‘?’“ @ Or
8.5.4 Preservation o
8.5.5 Post-delivery activities 0"
AN\ ~N\
O
8.5.6 Control of changes o)
X,
@)
-:"”‘C}" X
ANF e
QY
K.
. %:‘M_L ’



N
8.6 Release of products and
services

www.qdot.ae

N
The release of produo{Q‘and services to the customer sh§II not proceed until
the planned arranqements have been satisfactorily completed, unless
otherwise approved by a relevant authority and,ﬁ.ﬁa&s applicable, by the
customer\\ KN &;‘f\ O N
o o
The organization shall retain docuqented information on the release of

products and services. \:.
" \T\:k .'w.-,;\-*:

The documented information shall include:
X
a) ewdence o(:conformlty with the acceptance crL\erla

b) traceablllty to the person(s) authorizing thq%lease

AS
o

A
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8.7 Control of noncqni’gfming
outputs

The organization shall ensure «that outputs that do not conform to. t\l(eir requwements are

identified and controlled tg\mevent their unintended use or delivery:.

The organization shall take appropriate action after identification of non conformity. This
shall also apply to detection after delivery of products, durmq or after the provision of

www.qdot.ae

services. X \} )
The orgaqie‘tmn shall deal with nonconforming ohtputs in one or more of the f0||OW|ng\k O
ways:

a) correction; X

. ,_\:‘.. e
b) segregation, containment;,:ﬁéturn or suspension of provision of products and

services; O
-
c) informing the customer;

X,

d) obtaining aufhbrlzatlon for acceptance under conce§5|on

Conformity to the requwements shall be verified when ceﬁ[\ected

M

The organization shall retain documented information that describes the nonconformity,
describes the actions taken, any concessions obtained and identifies the authority deciding
the a@ﬂbn in respect of the nonconformity. N

'\._, *\x
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ISO 9001:2015 High-Level Structure Y new

§ ;;}.0 \" CLAUSE

9 Performance evaluation
X _\a‘

9.1 .__fv@?ﬁtorfng, measurement, c.@5lysfs and evaluation :\O ’
9.1.1“General Q-

* Determine what to monitor and measure

* Determine methods for mnnitnrje(.\i?} measurement, analysis and evaluation
* Evaluate the quality perform:.{ij?ﬂ;ié and effectiveness of the QMS }\Q‘”
: : )
9.1.2 Customer satisfaction N

* Obtain information @n customer views and opinions of the organization

and its products q}@] services.

O . Ne
9.1.3 Analysisand evaluation O
* Uses of results of analysis and evaluation are listecHin detail. NEW
It iQfludes input to management reviews.
\\C‘ 4
X ~
- AL

o



j;\, ""f‘\%\ﬁ
9.1 Monitoring, measurement, )

analysis and evaluation

€,

R

N0 o~
The organization shall'determine:
a) what needs to be monitored and measurgd;
b) t__e;ﬁ‘ethods for monitoring, measurément, analysis and evaluation x@\r
(heeded to ensure valid results; a®

c) when the monitoring and mgasurlng shall be performed;

d) when the results from nqo\nﬂorlng and measurement shall be.

analyzed and evaluated. \“
\C:?\\ |
A ~\
N Q\x '
@y
o>
A ;
o o

.
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9.1.2 Customer satisfaction T

www.qdot.ae

\u ":\k

€y
The organization shall monitor customers’ perceptions of the degree to
which their needs and expectations have beerﬁllfilled.

X ~O X
"‘\cq. 2 b
WQ,\&- o \}.
The organlzatlon shall determine the methods for obtaining, monitoring ana‘
reviewing this information. ;\;M
\k
Nt X
\.h\* \\ﬁ
NOTE o
Examples of monltorlng stomer perceptions can include customer surveys, customer feedback
on delivered products ervices, meetings with customers, market-share analysis,
compliments, warra |ms and dealer reports. \
\.
O
G
X
O .
e A W "

.
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9.1.3 Analysis and evaluation
L k
| ?\&x Cﬁ

The results of anawgs shall be used to evaluate:

a) conformity of products and services; N
‘x.

b) \t.h% degree of customer satlsfacthhs* u\\

7:) the performance and effectiveness of the QMS
d) if planning has been mglemented effectively;

e) the effectiveness oﬁa%tlons taken to address risks and\x
opportunities; Qv

f) the performance of external providers;

g) the naj&\for improvements to the QMS. {\k
A\
\:

- \C

.
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9.2 Internal audit @)y

©,
X O

X
. @)X
The organization shaE@duct internal audits at planned intervals

The organiza;cion shall: | \{;\\ \
o A\ *“x\--‘
a) plan;\%é\;?%éblish, implement and maintain an audit programme(s) including -\5}“‘
the\f'r'équency, methods, responsibilities, planning requirements and 5
reporting, which shall take into consideration the importance of the
processes concerned, changg\s’&?fecting the organization, and the results of

previous audits; \ _
"\\. 4
L

b) define the audit criteria and scope for each audit;
c) selectauditors agi};l\“conduct audits to ensure objectivity and the

impartiality of'the audit process; \S\

~0
ensure that the results of the audits are report‘e\a'to relevant management;

Qdot

e) takeappropriate correction and corrective actions without undue delay
OO

f)CT.‘étéin documented information a§\§:§idence

. i,s"_.
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9.3 Management review

N

AO ‘éx
&
=

’L

“Top management shall review the organlzathn s QMS, at planned
intervals to ensure; \“~ |
\k’ k \0 -
a)-its continuing suitability, aQ®

b) adequacy, X
. 2O
c) effectiveness and O \O\“

d) alignment with the strategic direction of the organlzaﬂan

~0 W
e O
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9.3.2 Management review inputs

www.qdot.ae

\C

a) the status of actions_*.\j\r%m previous management revieypss?

b) changes in external and internal issues that are relevant to the quality
management system;

c) informatjon on the performance and effectisée*ﬁess of QMS, including trends
in: e QY

O .
1 )'*'»éustomer satisfaction and feedback from relevant interested parties; -

\O"

2) the extent to which qualitv_aqmtx)iectives have been met;

3) process performance _a;idf‘éonformity of products and serv_ig\gs;

4) nonconformities and c%ffective actions; _-»@T\k '

5) monitoring and measurement results; -

6) audit resul@f:j:““

7) the perfaff?iénce of external providers; {:\O ‘
W

d) the adequacy of resources; 2
Qdot  g) thegffectiveness of actions taken to address risks and opportunities

f). .@pﬁo}tunities for improvement. X

L. \\\_ﬁ
A
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\..,\k
9.3.3 Management review outputs

— www.qdot.ae

. AT

N O
AL o
Q¥

The outputs of the management review shau\ﬁclude decisions and

actioﬂnsél;él‘ated to: &%_.
‘8\5‘ opportunities for improvement;

0
\k_ ]
g, (A
@3

b) any need for changes t%‘the quality management system;

k L%
c) resource needs. (- :,@‘**
ik, )
The organization gﬁall retain documented information as evidence of
the results of management reviews. ~\
> A\C
G
N
O N
) 5

G \O"

=\
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10 IMPROVEMENT
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O
@

10.1 General

R waoiae
A Q%

The organization s a}}??ietermine and select opportunities for
improvement and implement any necessary actions to meet customer

requirements and enhance customer satlsfactl\n

\“~ \
These sh@ll include: Q \Q\

ea) improving products and services to meet requirements as well ("

as to address future needs and expectations;

X
b) correcting, preventlnﬁgi’t:a‘lr reducing undesired effects; X
1\ iy
c) improving the performance and effectiveness of QI\/LS\R O

NOTE Examples of improvement can include correction, corrective
action, contlnualim\provement breakthrough chang\e innovation and re-
organization. {_ \O

o

.
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10.2 Nonconformity and corrective
aCti o n www.qdot.ae

When a nonconformity occura, including any arising from complam{sz\%he organization
shall: \"*

a) react to the noncoﬁ‘formlty and, as applicable:

1) take action to control and correct it; X
N\
2) deakwnh the consequences; \(C& X
A\
b) evalLi'é"l:e the need for action to eliminate the c\ause (s) of the nonconformity, in order_\~'
that-it' does not recur or occur elsewhere, by: O

1) reviewing and analyzing the nanonformlty,
2) determining the causes of the nonconformlty,
3) determining if similar nohconformltles exist, or could potenhallxg‘s@ﬁr
c) implement any action needed,;
d) review the effectlvem\ess of any corrective action taken;
e) update risks amd&;bportumhes determined during plannlnq if necessary;
f) make change‘s‘to the quality management system, |%q§bessaw

Qdot Correc&ve actions shall be appropriate to the effects of the nonconformities encountered

Th\ezaﬁ'ganlzatlon shall retain documented lmformat/on as evidence

\k

-
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10.3 Continual improvement

www.qdot.ae

N
a N
~O
@y
The organization shall continuallx\improve the

suitability, adequacy and effectiveness of the QMS. X
AL " D~
iy

The organization shall consider the results of
analysis and evaluation, and the outputs from X
. K . . )
management review, to determine if there are 06%65
or opportunities that shall be addressed as part-of
. continual improvement.
_- "x*:":‘k' | X,

L ,\\C‘-

O |

.
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Contact us:

www.qdot.ae, info@qdot.ae
Toll Free: +971 800 QDOT9
Call / Whatsapp: +971 800 QDOT9, +971 50 133 5432

Dubai Office:

Office 16, 6th Floor, Business
Village-B, Clocktower
Roundabout, Deira, Dubai, UAE

www.qdot.ae, inffo@qdot.ae

Call / Whatsapp: +971 800 QDOT9
+971 50 133 5432

Qatar Office:

Office 16, 6th Floor, Business
Village-B, Clocktower
Roundabout, Deira, Dubai, UAE

www.qdot.ae, info@qdot.ae

Call / Whatsapp: +971 800 QDOT9
+971 50 133 5432

KSA Office:

Office 16, 6th Floor, Business
Village-B, Clocktower
Roundabout, Deira, Dubai, UAE

www.qdot.ae, info@qdot.ae

Call / Whatsapp: +971 800 QDOT9
+971 50 133 5432
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